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McDonald’s Corporation, one of the largest multi-national fast-food chains, want each of their customers to have a great experience every time they visit the store. In line with the organisation’s commitment to making this happen, crew members are hired, trained and developed to provide the clients the best service they can get. (McDonald’s, 2018) The experience reflected on this report is in reference to David Kolb’s Experiential Learning Theory.

[bookmark: _Toc503786886]Kolb’s Experiential Learning Theory

Experiential Learning Theory (ELT), according to Sternberg and Zhang (2011) presents both a general model of the process of learning and a broad model of the development of an adult. These two are in line with our knowledge on how each individual grow, develop and learn. Based on the ideas of John Dewey, Kurt Lewin and Jean Piaget, Kolb’s theory focuses on the significance of experiences as a basis of acquiring knowledge, which sets this theory apart from other learning theories such as cognitive learning theories and behavioural learning theories. This idea recognises knowledge as a result of combining grasps and transformation of experience.
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In the published guide by Honey and Mumford (2006), Honey recalled a project they worked on in the late 1970s. Their purpose was to establish a learning style suitable to managers' preference and takes into account their development plans. Honey and Mumford started their experimentation with David Kolb's Learning Style Inventory and in 1982, The Manual of Learning Styles was published. This is a set of questionnaires in two versions: a full-version 80-item questionnaire and a shorter version with 40 items which was produced in 2000.
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Thoresen and Mahoney, as cited by Manz and Sims (1980), pointed out self-management as self-control. It is a behaviour which an individual exhibits an engagement in a conduct whose prior likelihood has been less than that of other existing behaviour especially when there is a qualified lack of direct external limits. It is characterised by the presence of two or more response options, distinct consequences for each of the options and longer-term external consequences which maintains self-controlling actions. To some extent, we practise self-management in our daily lives. Rewarding or punishing ourselves according to our perception in a behaviour we exhibited is one way of self-management. (Bandura, cited in Manz and Sims, 1980) One can analyse that the effectivity of self-management poses benefits not only to an individual employee but also to the management, the team and the organisation. According to Jones, also cited by Manz and Sims (1980), the earlier assumptions of attribution theory suggests that the we respond according to what attributes we assign for other. During the role-play, it is apparent that one must not only have the practical skills but also a skill in self-management. In McDonalds, for example, the supervisor may attribute the harmony in the cash registers and the ease in the flow of the ordering process in the internal attributes of the crew members he perceives about them, i.e. their good-natured attitude. As mentioned beforehand, organisations can also be benefited by effective self-management cost-wise because the skills are already present and only further developments are necessary. Manz and Sims (1980) also enumerated some strategies in effective self-management for managers such as: self-observation or gathering data about an individual’s behaviour; specifying goals; cueing strategies which aims to control the frequency of particular behaviours by changing stimulus conditions; incentive modification which can further be divide into self-reinforcement and self-punishment; and rehearsal or the systematic exercise of anticipated performance.
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Communication, in general, is the process of sending and receiving data or information through various media. An effective communication especially in the workplace is essential as it allows harmony and understanding within the members of the organisation among each other and also to their stakeholders. It brings together the employees from top management down to the subordinates to increase productivity and effectivity and also the achievement of the organisation’s goals and objectives. McDonald's employs a team which deals with the organisation’s communication to all the members of their staff and to all other stakeholders. Internally, different communication channels are utilised to connect to their staff such as weekly newsletters and intranets. For outside communication, different advertising campaigns are also running all year-round to make sure that the clients are well-aware of the products and services McDonald’s offer and also to inform them about the other areas that the organisation is dealing with such as trainings and developments, career opportunities and more. Media team are also deployed to deal with all the press queries. (McDonald’s UK, 2014) Being a crew member also requires not just good but an effective communication. The moment the customer step in inside the store, regardless of their mood, crew members must be pleasant to be communicated with. As they walk to the counters, presence of mind and good reception of the order must be exhibited. Once the order has been taken, it is not enough to rely on the technical system but also personally until the order has been delivered. A crew member must put themselves in the position of the customer and satisfaction is one of the key result of an effective communication. Aside from effective communication skills, good interpersonal skills are also required to become a crew member and a McDonald’s employee in general. In 2015, McDonald’s launched a campaign to enhance their employees’ soft skills as they believe that interpersonal skills have a huge impact in their clients’ experience. (Pagano, 2015)
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London being one of the most diverse cities all over the world, it is not a question why most of the employees of the establishments here are from different cultures. Despite of the cultural differences, McDonald’s promotes teamwork in their organisation as it is one of the key aspect of success of any business organisation. For McDonald’s, employees who works together, supports one another and follows the system is essential for the restaurants to operate well and to provide the best quality of products and services to customers. According to Barker, Rossi and Pühse (2010), Ivan Steiner developed a model which signifies that teamwork is based on the process of executing tasks. This input-output model, actual productivity = potential productivity – process losses, compared the function of teamwork to a mechanical machine where an oil or a grease is needed for each part to cohere with other parts. These materials will reduce losses and will result to the smooth operation of the machine. Same as communication, teamwork is also effective in the delivery of quality experience to McDonald’s customers. In the drive-thru section of the store or even in the front counter, the crew members must be in unison to avoid backlog and confusion in the ordering processes. The teamwork and accord that the group poses drives the flow of activity in the store in a smooth course. 
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During the role play, there are few situations encountered which lead to a discovery of a strength and a weakness. Starting with the downside, it is undeniably the most challenging part of the day for most establishments – the peak hours. During this time of the day, transportation is a bit difficult as most people are in a rush. It is the same for the food industry which McDonald’s belong to. Breakfast and dinner were a bit manageable but lunch time is quite perplexing. The gush of customers is quite overwhelming and it heightens the pressure from the front counter back to the kitchen. Communication is less easy as compared to the earlier or later time of the day as the sound from all over the store builds up. This kind of situation tests the ability of a crew member to stay in focus, to communicate well with the customers and co-members and to work accordingly. When you are lost in the hectic period, it will be hard for you to function well. A front counter crew may slow down the turnover when he cannot manage the pressure. He may end up placing a wrong order, a slip-up in giving change and a negative feedback from customer. I have learned in this situation that it is best to calm down and everything will start from there. You can confidently function well under pressure. On the brighter side, I have discovered that I can be a good team player as I can work well under supervision and I personally intend to function in accordance to the achievement of goals of the group.
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In conclusion, I have learned that being a crew member is more than just serving customers. It goes beyond giving them what they ordered for. For me, it is a multi-linear job that requires skills in self-management, communication, team working, leadership and interpersonal skills. Among all these qualities, I have discovered a strength to maintain and continue to develop; and a weakness to work on and improve.
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