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I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI generated materials as my own work. I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence.
This document presents a critical reflection on my personal and professional growth, contrasting the period of my Level 4 placement with my current Level 6 placement at The Harboro Hotel. The focus of this analysis is the Human Resources administrative function, as the most significant incidents I have encountered pertain directly to organisational culture, the treatment of personnel, and internal policies.
My evolution as a professional during this placement has been guided by colleagues, including my manager, Silesh, and the bar manager, Fernando. The objective of this reflection is to articulate my growth not only in practical competencies but also in my critical capacity to diagnose systemic operational and administrative failures.
To adhere to the module's structural requirements, I will employ Gibbs' Reflective Cycle (1988) as my formal reflective framework. This model provides the necessary structure to deconstruct two key scenarios, connect them to established theories, and differentiate my current Level 6 analytical perspective from my more formative Level 4 viewpoint.
Description
I will focus my reflection on two distinct incidents that took place during my unpaid Level 6 placement at the Harboro.
Scenario 1: The 'Eat in the Back' Incident I was on my designated break after concluding a lengthy, unpaid work period preparing for an event. I was both tired and hungry. Lacking a dedicated staff cafeteria, I took my staff meal to an unoccupied, quiet corner of the bar lounge. A manager, Liam, observed me and instructed me to relocate. His specific directive was for me to eat "somewhere in the back" to "remain unseen by clientele." I was not in uniform and was on my official break, yet the interaction made me feel as though I needed to be concealed.
Scenario 2: The 'Staff Food' Incident The hotel permits staff to purchase meals from a specific menu. On a separate occasion, following a particularly strenuous shift, I was acutely hungry. I requested a "double portion" of the chicken strips and chips, explicitly stating my willingness to cover the additional cost. When the meal arrived, I had been billed for two portions. However, the chip quantity was unchanged, and I had received only two extra chicken strips. The standard portion contains five, meaning a double order should have had ten. I felt deceived by the kitchen staff.
Feelings
In a single word, I felt "appalled." In both situations, I felt undervalued, disrespected, and exploited. During the first scenario, I felt demeaned, as if I were something 'unclean' that had to be kept out of sight of the paying customers. In the second instance, I felt I had been knowingly and actively defrauded by my own colleagues.
This emotional response represents the most significant shift from my Level 4 placement. I recall facing poor treatment during that time as well, but my dominant emotions were apprehension and nervousness. I was a student and too intimidated to challenge anything. I simply accepted this treatment as standard.
Now, at Level 6, I am not apprehensive; I feel indignation and dismay. My feelings have evolved from fear to analytical frustration. My academic studies have provided me with the perspective to understand that this is not merely "unpleasant"—it is a fundamental failure in management practice.
Evaluation
From a personal standpoint, there was nothing "good" about these experiences. Their only positive contribution is serving as a powerful lesson in dysfunctional management and a clear example of practices to avoid in my own career.
The "bad" is the entire prevailing workplace atmosphere. It is a culture of disrespect, fixated on short-term outcomes. It views its personnel, particularly its unpaid placement students, as an expendable asset to be consumed. I observed the direct consequence of this culture daily: widespread low morale, with staff exhibiting a purely transactional relationship with their work, attending only for monetary gain and eager to leave. This is not just my subjective feeling; it is a tangible operational problem.

Analysis
This section links my emotional responses to established theoretical frameworks.
My Level 4 'Hospitality & Guest Services' module was oriented entirely towards the external client. We studied theories surrounding the 'service encounter' and the 'guest cycle'. The clear failure at the Harboro is that its management demonstrates a critical gap in understanding the 'Internal Customer' (Heskett, 2002). They do not grasp that staff (the internal customers) require the same level of respect as external guests. The substandard external service I observed is a direct consequence of the poor internal service that staff receive from management.
Furthermore, my Level 4 'Business Skills' module centred on professional interaction. The manager's command to "eat in the back" was a clear failure of this principle. A competently administered HR department would ensure a clear, well-promulgated policy and, crucially, a suitable, dignified location for staff breaks. The absence of this is a failure of the hotel's core administrative structure.
My entire experience is a textbook illustration of Herzberg's Two-Factor Theory (Herzberg, 1987).
Hygiene Factors: These are foundational elements that do not, by themselves, motivate, but whose absence leads to profound dissatisfaction. The Harboro is failing to meet all of them:
Company Policy & Administration: Ambiguous, inequitable, and disrespectful rules.
Working Conditions: Inadequate staff facilities.
Salary/Fairness: Perceived financial inequity (Scenario 2).
Motivators: These are the factors that actually create job satisfaction (e.g., recognition, achievement, growth). These are entirely absent.
My Level 6 analysis concludes that the hotel is failing to meet the most elementary "Hygiene Factors." This environment ensures a demotivated and "dissatisfied" workforce (Armstrong and Taylor, 2020). The fundamental cause of the hotel's guest service failures lies within its HR administrative failings.
Conclusion and Development Plan
My growth between Level 4 and Level 6 is now evident to me. At Level 4, I passively accepted these issues. At Level 6, I can critically diagnose them. I now understand that the disrespectful culture I experienced is not just "the way things are"; it is a distinct and correctable failure of the organisation's HR function, and it is the source of its operational problems.
This experience has profoundly shaped my future development goals as a manager.
Goal 1: I will prioritise the "Internal Customer" concept.
Action: As a future manager, I will be involved in creating, communicating, and defending clear, equitable, and respectful staff policies. I will advocate for a clean, dignified break area, distinct from operational "back-of-house" zones (Vallen and Vallen, 2014).
Goal 2: I will lead by applying "Motivators," not just managing "Hygiene Factors".
Action: My management style will incorporate active "recognition." I will not simply manage tasks; I will make a conscious effort to thank my team for their work, seek opportunities for their development, and cultivate an environment where team members feel genuinely valued for their contributions, not just as paid (or unpaid) labour (Herzberg, 1987).
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