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[bookmark: _Toc212665266]Introduction 
My internship experience in The Whitehouse, Worcester, allowed me to work in the Food and Beverage (F&B) department, help design a new wine menu, and research how to boost the number of wedding venue sales by providing them with buffet options. These experiences showed that they did not have the best coordination among the kitchen, sales and management teams, which limited innovation and motivation of the staff. With the help of the Reflective Cycle by Gibbs (1988), these challenges are critically analysed using the Service-Profit Chain, the Balanced Scorecard, Herzberg Motivation-Hygiene Theory and Kotters Change Model. This structured reflection can transform operational experiences into actionable lessons that will enhance communication, motivation, and the guest service quality in hospitality management.
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Figure 1: The Gibbs Reflective Cycle (Nurlatifah et al., 2023)
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Throughout my placement at The Whitehouse, Worcester, I was mainly involved with the daily operations of the breakfast and bar. I came up with two enhancement projects: a new wine menu and a buffet sales plan during weddings. The two programs were to maximise guest satisfaction and revenues by matching products with market trends. Nevertheless, although the projects received a positive reception at the beginning by Livia Matei (Restaurant Manager) and Russell (F&B Manager), the upper management and the kitchen crew opposed the changes as disruptive and not innovative. The F&B and marketing departments had weak communication; therefore, the promotional messages were inconsistent, and decision-making processes were slow. Further, there was a lack of a formal feedback system and accountability framework, so valuable information and progress updates were usually lost down the informal line of communication.


[bookmark: _Toc212665268]Feelings
I was deeply proud to offer a viable solution, which was in line with modern-day eating trends. Creating a professional wine menu and suggesting a buffet wedding model made me feel that I owned something and it was worth doing. But this enthusiasm became frustrating as the management could not take decisive action or give the employees the due reward. This non-participation in official consultations and being under-recognised did not contribute to my motivation, which corresponds to the Motivation-Hygiene Theory of Herzberg. Achievement and recognition were not motivators (Lee & Lee, 2022). Based on the Expectancy Theory formulated by Vroom, employees with a disjointed connection between effort and outcomes have a lower expectancy and morale (Ogundare & Omotosho, 2022). This exposure has sensitised me further to the role of emotional investment in organisational culture and the impact of leadership apathy on innovation, even in an organisational culture that fosters creativity on paper.


[bookmark: _Toc212665269]Evaluation 
There were strengths and weaknesses of the experience. On the positive aspect, the project was very creative, innovative, and supportive of key managers like Livia Matei and Russell, who promoted practical problem-solving. My projects were proactive and worked towards service differentiation. Nevertheless, there were significant weaknesses, most notably the lack of strategic alignment between F&B, kitchen, and marketing teams. According to Johnston, Clark and Shulver (2012), capacity alignment and process coherence are all required in service quality; the decisions were made on the spur of the moment. The Responsiveness and Assurance dimensions of SERVQUAL were inferior, with the employees having difficulty keeping the service consistent throughout the peak periods as they multitask (Muhammad Arkaan Dzakwan & Fadliadi Ubit, 2025). The Balanced Scorecard also demonstrates that the organisation was overemphasised on financial performance and ignored the learning perspective and the internal process perspective (Bshayreh et al., 2024). Individual motivation worked; however, organisational and systemic feedback could not maintain momentum.


[bookmark: _Toc212665270]Analysis 
The case at The Whitehouse, Worcester, demonstrated that operational and cultural impediments went beyond personal performance. Using the Service-Profit Chain, it was found that the lack of employee satisfaction due to low recognition and ineffective communication directly lowered service consistency and loyalty of the guests (Hogreve et al., 2021). The disengagement of the staff interfered with the connection between the internal quality and customer value- once employees did not feel valued, their desire to provide the best service was reduced. The Balanced Scorecard further explains this imbalance (Bshayreh et al., 2024). 
The management was mainly concerned about the financial performance and did not bother with the internal process, learning, and improvement of employees. A project in the wine menu and wedding buffet, had there been a strategic support, would have enabled me to have a balanced performance improvement of strengthening the customer perspective (enhanced experience) and the financial perspective (increased sales) simultaneously. 
In terms of change management, the Eight-Step Change Model by Kotter emphasises that the organisation did not establish a sense of urgency or a change guiding coalition on innovation (Laig & Abocejo, 2021). Communication and vision stages halted the change, and new ideas were lost without integration into the system. This opposition is associated with Herzberg's Motivation-Hygiene Theory: hygiene (supervision and workload), and motivators (achievement, growth, recognition) were barely satisfactory, which contributed to the development of a lack of motivation and indifference (Lee & Lee, 2022). The hospitality leadership should empower employees by including and trusting them, but the hierarchical system of the hotel did not allow initiative (Walker 2021).
 As Felce (2019) and Anon (2010) highlighted, structured learning and reflection during placements to transform experience into professional growth are also absent in this environment. Lastly, Johnston, Clark, and Shulver (2012) observe that to achieve efficiency in service, the design of the processes and the alignment of the capacity are necessary; the apparent lack of connection between the kitchen and the service only proved that it was a systemic issue, and not a failure on the part of an individual. On the whole, it is a structural problem, as to achieve a better employee engagement and guest satisfaction, sustainable change requires incorporating motivation, leadership, and process strategy.
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After using the Reflective Cycle proposed by Gibbs, I understood that the problem of communication breakdown and low motivation were not independent but a pair of obstacles that influenced the performance of the staff and guest satisfaction. Service-Profit Chain proved that the involvement of the employees brings on customer loyalty and ultimately, financial achievement. Similarly, the Balanced Scorecard indicated that internal learning and innovation are sabotaged when financial measures are considered only. This reflection has enhanced my realisation of the necessity of structured communication, recognition and shared ownership in service delivery. In the future, I will support interdepartmental alignments, open feedback, and frequent recognition programs to enhance motivation, innovation, and responsibility among the hotel practices.
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An action plan is a way to convert reflection into an actual improvement. The action plan plays a critical role in connecting theory with practice so that lessons learned in experience result in a structured change, movement in the right direction, and increased performance in the working environment.
	Proposed Change
	Framework Link & Rationale
	Timeline
	Expected Impact / Outcome

	1. Cross-Functional “Menu Development Team” – Create a small committee (chef, F&B manager, marketing executive, trainee) to meet bi-weekly for menu innovation and promotional design.
	Kotter's Steps 2 & 4 (Build Coalition; Communicate Vision) – builds urgency and shared ownership for innovation.
	Weeks 1–3
	Increases buy-in across departments, reduces resistance, and aligns kitchen–sales collaboration.

	2. Incentive-Based Recognition for Innovation – Introduce a quarterly “Innovation Bonus” for staff contributing profitable ideas (e.g., improved menus or event concepts).
	Herzberg’s Motivation–Hygiene Theory  & Service-Profit Chain– links recognition to engagement and guest satisfaction.
	Weeks 4–8
	Enhances staff morale, fosters creative initiative, and drives sustainable service quality improvements.

	3. F&B–Sales Performance Dashboard – Integrate wine and wedding package sales metrics into a shared Balanced Scorecard.
	Balanced Scorecard) – links customer, financial, and learning goals.
	Ongoing, start in Week 6
	Data-driven alignment between revenue goals and service quality improves long-term profitability and transparency.
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