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[bookmark: _Toc213391424]Introduction 
My Level 6 placement at The Whitehouse, Worcester, was in the Food and Beverage department, which is a full breakfast service, bar snacks, a la carte and wedding/event catering area. As the everyday operations were going on, I realised that there was one of the main organisational problems: the project with the wine menu and wedding pack development was stuck because of the lack of delegation, irregular communication, and weak management follow-ups. This brought about delays in operations and demotivation of the teams. This reflection critically analyses the problem and also suggests evidence-based solutions on how to enhance F&B coordination and productivity using Gibbs Reflective Cycle (1988), and based on my Level 5 module, Management and Organisational Behaviour.
[image: Gibbs Reflective Cycle]
Figure 1: The Gibbs Reflective Cycle (Nurlatifah et al., 2023)


[bookmark: _Toc213391425]Description 
In my placement, I served breakfast and bar services, received guest requests and did table preparation. I further advanced two projects, including a new wine menu to enhance the profitability of the bar and a buffet-style wedding package to boost sales of the events. Even though Livia Matei and Russell had been supportive initially, the senior management was not able to coordinate the departments, thus leading to the stalling of both projects. Marketing did not get updated in terms of pricing, and the kitchen did not allow alterations in workflow. There were no feedback loops and accountability, which demonstrated weaknesses in the system. There was innovation; however, organisational structures were not cohesive, and the implementation was inconsistent and had more general operational vulnerability in the hotel.

[bookmark: _Toc213391426]Feelings 
First, I felt confident and appreciated in terms of making creative inputs, particularly, the creation of a wine list and research on the trends in the wedding market. Nonetheless, the lack of motivation occurred because communication gaps and the delay in responses made me frustrated. That was indicative of the Motivation-Hygiene Theory created by Herzberg because there was a lack of recognition and achievement, whereas supervision and role clarity were important hygiene factors that were not managed effectively (Hayes, 2025). The Expectancy Theory by Vroom was also applicable since my effort was not used to bring meaningful results, which undermined motivation (Khairul Amali et al., 2023). On an emotional level, I understood that passion is not sufficient to achieve progress without managerial trust, resources in line and organised communication, which are fundamental in hospitality work (Walker, 2021).


[bookmark: _Toc213391427]Evaluation 
The experience provided some good learning experiences. My projects proved to be initiatives and strategic thinking that align with the findings of Hagg (2013), who points out that placements add value to autonomy and applied learning. But organisational obstacles quashed improvement. The processes of follow-ups were not clear, and the roles were not defined, which prevented ideas from progressing. Johnston, Clark and Shulver (2012) highlight the importance of alignment of capacities with respect to coordination of the departments, and the same was lacking at the Whitehouse. Gaps were identified in Responsiveness and Assurance using SERVQUAL because of fatigue and lack of consistency in communication among the staff (Ramz, 2022). Internally, the Balanced Scorecard also showed that management was putting more emphasis on short-term revenue instead of internal development (Budiyono, 2022).


[bookmark: _Toc213391428]Analysis 
The issues noted were structural and not personal, which is the failure of the pillars of the Service-Profit Chain, which connects the satisfaction of employees to the loyalty of guests and financial results (Ahmad Ansari, 2021). Ineffective communication, less recognition and ambiguous supervision undermined internal quality, training, communication and support, leading to inconsistent service delivery and lowering the value assigned to the guest. The lack of this connection showed that frontline performance cannot stabilise with internal systems that do not support innovation.
The Balanced Scorecard strengthens this problem. The management focused on the financial aspect and ignored internal processes and learning aspects (Budiyono, 2022). The wine menu proposal could have consolidated the customer experience and revenue at the same time, but a lack of internal alignment did not allow implementation. This imbalance pointed to an excessively short-term operation model that had no follow-through strategy.
According to Kotter, elderly the eight-step framework in change management, it is evident that the hotel did not create a sense of urgency, did not create a guiding coalition, and did not communicate change to its staff (Somera and Petrova, 2024). The absence of inclusive leadership or the involvement of the stakeholders led to the stalling of the innovation process prior to integration, which is contrary to the principle of collaboration, which is the core of the Kotter model.
Motivation also became weak. Herzberg indicated that hygiene factors like supervision and policy clarity were not properly handled, whereas motivators like recognition and responsibility were not present, which resulted in disengagement (Gazi et al., 2025). Similar arguments are developed by Felce (2019), who states that structured managerial support is crucial in transferring skills and confidence in the work-based learning, and this was not done here. Reflection and feedback are also essential, and Anon (2010) further highlights that these factors were at a low level in this placement.
Lastly, service-operations theory supports the conclusion that front and back of house alignment is the only way to make operations efficient (Johnston et al., 2012). Ineffective communication across the kitchen, service and marketing units developed bottlenecks in operations, substituting the integrated strategy with the individual one. To deal with such concerns, combined leadership, enhanced motivation mechanisms, and formal communication are necessary to contribute to the long-term performance sustainability and guest satisfaction.



[bookmark: _Toc213391429]Conclusion
This contemplation underscored an effective F&B management needed a formulated delegation, continuity in communication and strategic follow-through, which was lacking in the failed menu and package development project. My association of the experience with my Level 5 module, Management and Organisational Behaviour, reinforced my comprehension of the impact of leadership style, team motivation and decision making in determining the operational performance. I was taught that proactive planning, accountability systems and clear role allocation are very critical in the progress of an organisation. In the future, I hope to implement these lessons by communicating more effectively, assigning specific tasks and responsibilities and becoming more systematic in the supervisory approach to make the most out of all employees and improve service delivery and customer interest in the position.

[bookmark: _Toc213391430]Action plan 
The action plan uses the principles of Herzberg and Kotter to enhance motivation, facilitate innovation, communication enhancement and also transformation of both projects into long-term service enhancements. According to Gibbs reflective cycle, an action plan is a clear and structured roadmap which identifies certain tasks, steps, timelines, and responsibilities required to accomplish a goal (Nurlatifah et al., 2023). It will aid in monitoring progress, efficient organisation of work, and to make sure that goals are accomplished appropriately and within the time limits.
	Proposed Change
	Framework Link & Rationale
	Timeline
	Expected Impact / Outcome

	1. Weekly F&B–Marketing Coordination Meetings – Establish 15-minute sessions to align menu updates, promotions, and feedback.
	Kotter’s Step 4 (Communicate the Vision) – builds shared purpose and accountability across departments.
	Weeks 1–2
	Improved coordination and responsiveness; reduced miscommunication and decision delays.

	2. Recognition Programme – “Idea of the Month” Initiative – Reward creative contributions and teamwork.
	The recognition of Herzberg (1959) & Service-Profit Chain (1994) boosts engagement and service quality.
	Weeks 3–4
	Increased staff morale and innovation, resulting in improved guest satisfaction ratings.

	3. Integrate Guest Feedback into KPI Metrics – Track satisfaction data and menu performance via Balanced Scorecard.
	Balanced Scorecard (1992) & Johnston et al. (2012) – connects guest experience with operational improvement.
	Weeks 5–6
	Enhanced decision-making; long-term performance gains through data-driven strategy.
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	Learning Objective
	What I Expected to Learn
	What I Actually Learned
	Reflection on Learning (What Changed / What I Will Apply)

	1. Leadership & Motivation
	Understand how leadership styles influence staff performance, engagement and innovation in F&B settings.
	I observed that inconsistent delegation, weak supervision and lack of recognition reduced motivation and stalled project progress.
	Herzberg revealed how absent motivators weakened engagement, while Kotter showed the need for structured leadership. I now recognise that effective F&B leadership requires clarity, accountability and continuous support.

	2. Communication & Coordination
	Learn how departments (kitchen, service, marketing) align to deliver consistent guest service.
	Communication gaps between teams caused delays, resistance and misalignment, preventing progress on the wine and wedding projects.
	Johnston et al. (2012) confirmed the importance of capacity alignment. I learned that communication must be formal, structured and shared to keep stakeholders aligned. I will apply regular huddles and shared dashboards in future roles.

	3. Innovation & Operational Improvement
	Develop skills to turn ideas into actionable improvements within F&B operations.
	My proposals were creative, but implementation failed due to lack of follow-up, urgency and cross-departmental support.
	Kotter’s model showed why innovation needs urgency and coalition-building. I learned that creativity must be backed by systems, accountability and clear delegation. In future, I will pair ideas with structured implementation plans.

	4. Professional Growth & Critical Reflection
	Strengthen decision-making, problem-solving and reflective skills through real F&B challenges.
	Reflective analysis helped me identify structural issues rather than individual failures and link theory to practice.
	Using Gibbs helped me convert challenges into learning. I now understand how strategic thinking, structured communication and leadership behaviour impact guest satisfaction. I will apply reflective practice routinely in supervisory roles.
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