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[bookmark: _Toc212400811]1. Introduction 
The Best Western Abbots Barton Hotel in Canterbury is a well-renowned three-star hotel that is recognised by its amalgamation of the Victorian architecture as well as the current amenities for the guests. The hotel is primarily aimed at serving leisure and business travellers with an overall total of 53 rooms, a restaurant and a bar and other event rooms that are intended to serve the various types of visitors to the hotel. 
The core operational departments of the hotel in terms of the guest service are the departments of Food and Beverage (F&B). It integrates the on-site restaurant, bar/lounge, banqueting services and room service. The department has a mission of ensuring a smooth dining experience for the customer, which is aligned with the customer service ethics of the brand. 
The proposed reflective learning log should critically analyse one of the operational problems I experienced during my placement, the role of inconsistent management strategies in employee motivation and guest satisfaction, and apply it to the Management and Organisational Behaviour (Level 5) module. The reflection is theoretically and practically grounded and will produce an improvement plan that will assist in raising the level of leadership and employee morale and the quality of the given services (Felce, 2019).



[bookmark: _Toc212400812]2. Main Body: Department Reflection 
[bookmark: _Toc212400813]2.1 Food and beverage Guest experience knowledge
The F&B system at the Abbots Barton Hotel plays a major role in determining the overall degree of satisfaction. The daily operations include breakfast and dinner service and personal events, as well as the bar service. Good service delivery is typified by consistency, timeliness and professionalism (Jones, 2008). Through the placement I was able to understand that employee morale and efficiency in communication had a direct effect on guest satisfaction. The worse the service coordination failed, e.g., orders took too long to be provided or delegated roles were not done properly, the more unsatisfied the guests became.
The component of guest satisfaction is a decisive element in the repeated business and brand loyalty. Kandampelly and Suhartanto (2000) assert that customer retention and word-of-mouth promotion are directly related to the quality of service. Such an on-the-job experience assisted me in familiarising myself with the fact that every job, i.e., waiter or supervisor, is a component of the entire guest experience. My skill of transitioning quickly to flexible service environments improved my time management and customer service experience that aligns with the principles of the best practices that were mentioned in a Good Practice Guide to Placement Learning (Anon, 2010).
[bookmark: _Toc212400814]2.2 Identification of Key Issue: Management Style Impact
The inconsistency of the management styles of the supervisors was one of the key issues which I identified. One of the managers was the authoritarian manager who cared about the control of tasks, and the other one was the participative manager who embraced free communication. This mismatch affected the morale and the process of work.
Using the following example, on a weekend day when the restaurant was fully operational with lunch service, the orders by various supervisors were conflicting and, therefore, caused confusion in delivering orders, culminating in the complaints made by the guests. This inconsistency confirmed that the actions of the leaders lead to the motivation of the staff, their unity and the effectiveness of the services provided (Wood, 2013). The significance of the question is that it has a direct impact on the rates of employee engagement and guest satisfaction as the key hospitality performance metrics (Walker, 2021).
[bookmark: _Toc212400815]2.3 Theoretical Application: Management and Organisational Behaviour 
This issue is rather aligned to the theories learnt at the Management and Organisational Behaviour module. Theory X and Theory Y, introduced by McGregor, maintained that the style of leadership adopted by the managers depends on the assumptions they have about the employees. The authoritarian manager was operating in his Theory X mentality, where he felt that there was a need to have the staff under strict supervision as compared to the participative manager that was operating under Theory Y since he believed that employees were self-motivated (McGregor, 1960).
Similarly, the Leadership Styles model that was created by Lewin (Lewin et al., 1939) breaks down leadership into autocratic, democratic and laissez-faire leadership. The autocratic form of leadership created a high degree of tension during the peaks of service since the strict control of the leader occurred, whereas the democratic style created collaboration and empowerment. These statements are comparable to the evidence presented by Kim and Brymer (2011), who indicate that the rise in hospitality environment creativity and job satisfaction was one of the advantages of democratic leadership.
In addition to that, the Two-Factor Theory by Herzberg (1959) suggests that recognition and responsibility can cause motivation, but not supervision alone. Supervisors who could see what their teams were making in contributions began to notice an increase in the morale; the ones that did little but criticise reduced the performance.
[bookmark: _Toc212400816]2.4 Self-reflection: Personal Role and Learning 
Description: In a wedding event, two supervisors were having an argument over instructions, and this resulted in the problem of delayed services.
Feelings: I felt anxious and determined to adapt to the situation and be a professional.
Evaluation: I learnt that there was ineffective communication and consistency of the leadership.
Analysis: As far as referring to this in the framework of Gibbs, it became clear that the misunderstandings could be prevented with a proper distribution of the tasks and team briefings.
Lesson: I learnt that I should be explicit when communicating, and with the pressure-inducing situations, I need to be emotionally intelligent.
Action Plan: I will be educated on assertiveness in communication, and I will be attending team debriefs to ensure the operations are on course.
[bookmark: _Toc212400817]2.5 Literature Discussion: Leadership: Guest Service Importance 
The academic literature introduces leadership as one of the major aspects defining the quality of services and the unity of the team. Yukl (2013) suggests that effective leaders will differentiate their leadership approach depending on the situation in question and make the team more efficient. Transformational leadership has been linked to the satisfaction of employees and the delivery of services within the hospitality sector (Guzzo et al., 2015).
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Figure 1: Leadership (Guzzo et al., 2015)
A study by Wang et al. (2018) in the International Journal of Contemporary Hospitality Management proves that the leader should communicate frequently, and this reduces the turnover, and the score of guest satisfaction rises. This finding validates my observation that performance is interrupted by inconsistent management styles.
Besides that, both Wood (2013) and Walker (2021) emphasise the correlation between the performance of leadership and the perception of the guests. Therefore, employee empowerment and having a leadership fit is not just a management problem but also a strategic advantage of sustaining the service quality within the hospitality environments.
[bookmark: _Toc212400818]2.6 Three-step Improvement Plan 
Step 1: Leadership Development Training.
Leadership/communication supervisor training is part of CIPD guidelines and is limited with respect to its consistency and motivational approaches.
Step 2: The Employee Motivation System.
The increase of engagement can be achieved by introducing the staff recognition programme and the regular feedback, which is founded on Herzberg motivators (recognition, responsibility).
Step 3: Guest Experience Tracking Software.
Establish the design of a real-time guest feedback facility (e-based or paper-based) to determine satisfaction to align it with leadership practices.



[bookmark: _Toc212400819]3. Conclusion 
This reflective report has demonstrated that coherence of leadership is a significant factor in the morale of the employees and guest satisfaction in the F&B department. The experience of the work at Best Western Abbots Barton Hotel has shown that the management approaches can be motivational or demotivational to the staff, directly influencing the quality of services provided.
The application of the theories of the Management and Organisational Behaviour module, particularly the theories of McGregor, Lewin and Herzberg, also assisted me in bridging the gap between the theory and the real world. During the structured reflection, I also learnt more about the fact that successful leadership is founded on communication, motivation, and emotional intelligence.
The three-step improvement plan provides viable steps for narrowing the gap between the leadership and the guest experience. At the individual level, this placement solidified my flexibility, problem-solving skills, and communication skills. 
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Use of Generative AI in Assessment
	Category
	Description
	Yes
	No

	RESEARCH
	For this assessment, you can use Generative AI to support you in research and data analysis
	☐
	☒

	STRUCTURE
	For this assessment, you can use Generative AI to support you in structuring your submission, including creating a draft argument structure, identifying parts and headings, etc.
	☐
	☒

	PROOFREADING
	For this assessment, you can use Generative AI to check your own text/creation for grammatical and syntactical mistakes, including getting suggestions to rephrase your work.
	☐
	☒

	WRITING
	For this assessment, you can use Generative AI to create text for submission.
	☐
	☒

	CREATIVE
	For this assessment, you can use Generative AI to create creative materials, such as images.
	☐
	☒

	PROGRAMMING
	For this assessment, you can use Generative AI to create and check code.
	☐
	☒

	NONE
	For this assessment, you are not allowed to use any type of Generative AI support. This includes research support, structure support, writing/proofreading support and creative support.
	☒
	☐
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