


PART 1- INDIVIDUAL BUSINESS REPORT 

In this individual report I will introduce a UK company in which I am currently working as Assistant General Manager, Bill’s restaurants Ltd. The aim of my paper is to analyse and evaluate beliefs, attitudes and value systems within the organisation in order to understand their effects on workplace behaviours at Bill’s restaurants based on my own experiences and the learnings of this class. Furthermore, I will try to examine the challenges that the business faces in these uncertain times following Brexit and the Covid pandemic, to see how the organisation is affected. 
First, I will present the concept of Critical Thinking, by defining what critical thinking is and how it influences relationship behaviours (management and employees) in the workplace environment. Then, I will present a few management theories and critically apply them to the company I have selected.
1. Critical thinking: concept and skills 
‘‘Critical thinking is the development and use of information beyond memory and repetition’’ (Morgan, 2017 p.69). Many people believe that being a “critical” thinker is a negative thing but in reality, being critical requires great skills and helps people in both personal and professional aspects to make better decisions, solve problems and improve their lives. 
‘’Senior executive-development professionals report that the competency that next-generation leaders lack the most is strategic thinking, which hinges on critical thinking skills’’ (Pearson Chartrand, 2009, p.3). After the pandemic the nature of work has changed and organisations such as Bill’s restaurants had to adopt fast to a new environment and challenges, and find solutions to keep functioning successfully.

Several questions arise: “What is understood as being a critical thinker, what skills does one need to develop? what steps does one need to follow to improve these skills in the workplace”?

Indeed, for someone to be considered a critical thinker, first, this person must aim to be seeking the truth, to have an open mind, to be a good listener and try to see things from deferent perspectives even if sometimes they may hold deferent opinions, values and beliefs. At the end of the day, what is important are facts, not personal opinions. Second, one must try to remain objective and analyse the information accurately, questioning all the evidence, taking into account the emotional effects in a situation. Last, one must judge all the evidence carefully to make a good decision which flows from logical conclusions (see Watson-Glaser Red Model of Critical Thinking below 1 below).
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2. The company under study: Bill’s restaurants Ltd
Let me now introduce briefly the organisation that I will use to give examples of critical thinking and its importance for workplace behaviour and market success.
Bill’s restaurants Ltd started their journey from a small coffee-shop in Lewis town in 2001 (information from MarketLine, 25 Nov. 2021). The owner and creator is Bill Collison, who as a young boy worked with his father in the fields, in a land of vegetables. He fell in love with the idea of using all these fresh products to engage with customers and cook for them on his own shop and so he did, he opened his first shop.
At 2006 he opened his second one and nowadays there are more than 70 branches in the UK, most of them operating in London. A bit less than 3.000 people work for Bill’s restaurant Ltd and the company makes near one hundred million in sales.
Bill’s restaurants operate from early mornings for breakfast until late evenings (dinner and drinks). Every single customer can find a dish suitable to their needs, beliefs and taste from morning to late evenings. From my knowledge and experience I know that the restaurants do not provide halal meat which probably affects one group of potential customers. Today the restaurants also sell products online and offer take-away services.
The marketing department creates marketing campaigns to target all ages, cultures, orientations and communities. Bill’s restaurants use the main social media platforms such as Facebook, Instagram, LinkedIn and so on to advertise their products and services. Furthermore, the marketing department works to collect data in order to increase sales and remain competitive in the market. Customers can also leave comments and reviews after a visit to one of Bill’s branches.
Brexit followed by the pandemic lockdown and protection measures created massive changes in the daily operations of Bill’s restaurants. During lockdown they had to close their doors to customers and furlough their staff. Nowadays they are still facing issues because of Brexit, mostly with suppliers and deliveries but also in recruiting employees. Recruitment in all departments remains one of the biggest issues at Bill’s restaurants. On the other hand, Brexit created room for new opportunities for Bill’s to expand their business and influence the market.
3. Bill’s restaurants: organisational values and some problems
In the next paragraphs, first I will give definitions for values, beliefs and attitudes and then I will identify how these apply to Bill’s organisation and why there are some problems. Beyond the definitions that were given in our course (available on the course PowerPoints), if we look at the simplest definitions that are given on the internet dictionaries we can see the following:
‘’Values are the things that you believe are important in the way you live and work’’. (Mindtools.com). We all have different values but when we make decisions and choices based upon our values then most probably, we make better choices, and certainly we are happier. But, do we know our values? And if yes, do we always work or live in an environment where our values are being respected, are being honoured? 

Beliefs are “an acceptance that something exists or is true, especially one without proof’’. (Lexico.com). Our beliefs are very personal and can change through time, experiences and circumstances. One could say that our belief system is at the centre of how we make sense of our experiences in life. We don’t need to prove that our beliefs are true, but they have a major impact in our daily choices and decisions.
Attitude is “the way a person views something or tends to behave towards it, often in an evaluative way’’ (Collins Dictionary). Attitudes have cognitive and emotional characteristics, present our feelings and can guide our behaviour. When people get too emotional, they can shift their behaviour and lose their ability to perform well, to think critically and make good decisions. 
At Bills restaurants Ltd, the values of hierarchy and structure are very important and strict, there is very little flexibility in that respect. Only head line managers make decisions and even though the organisation is advertising jobs for employees with critical thinking skills, employees don’t have any authority to make any decisions. The employees have to follow the job description of the position they hold and deliver the task, which refers to “task specializations”, one of the six characteristics of bureaucracy management theory according to Max Weber as we saw in class. 
Also, managers at Bill’s are divided into levels and they are responsible for specific departments and employees. The strict hierarchical management keeps records of sick leave, absence and performance of all staff members. They apply close supervision with task and roles clearly defined and use the Forth Hospitality platform to record all team members’ performance and produce analyses. At Bill’s, the main belief of the management is that through strict control of the employees we improve productivity and good performance but in reality, the outcome differs from the purpose. Employees don’t appear to share this belief nor the value of inflexibility in the hierarchy structure, as the personal development of the lower-level employees is almost impossible or takes lots of time and effort from them to reach the objectives. This creates negative attitudes between the management and the employees in all the levels of the hierarchy.
Frederick Taylor’s early and important work “The principles of scientific management’’ which was presented in the course (also read in the British Library online, no date) argued that everyone in the workplace should have the ability to reach the labour and managers are responsible not only to supervise employees but to help them and guide them to achieve their personal goals, to get a pay rise according to their work improvement (performance), sharing new ideas and collaborate in order to solve problems etc. Furthermore, “it is expected that workers should carry a specific amount of work in everyday life” which is relevant to the issues we are facing nowadays in Bill’s.
At Bill’s today more than ever before, team members are resigning without any explanation, complaining for endless working hours, highlighting the lack of wellbeing and life balance in the workplace. Employees call sick every day or do not show up to work without a reason or informed letter. In this sense, it looks like the bureaucratic management cannot cope and makes me think that maybe less bureaucracy so less belief in strict control and the value of structure and inflexibility would have more positive influence to employees’ attitudes and performance. Maybe the working schedule could be more flexible for employees to have support from their managers for their wellbeing and improve their life balance. 
That way we would achieve happier employees with job satisfaction; less absences to deal with, effortless shifts and generally a more positive attitude to their workplace, with shared values and beliefs. The list of the benefits is endless when an organisation focuses on people, supports people, invests in people and appreciates people.
What would be happen if managers in Bill’s give attention to life balance in the workplace for employees and employees in return were able to share their opinions in order to solve this problem? Would that solve the problem of absenteeism and turnover? 
As a manager I have my personal values and style of management, but I need to follow the organisational rules and regulations. However, I find that listening to employees’ problems and being more flexible to face their needs to keep life balance and work balance on a good level has great results into our interaction and collaboration in workplace. Team members feel solidarity, they show more empathy and compassion for each other, which leads to more positive attitude and allows employees to use their critical thinking to decide on their behaviour without being afraid of the management. I notice that team members perform well and solve problems rationally and without emotional confusion when we give them space to share their opinion, when we care and show empathy as managers to their personal challenges and respond to every case individually. In few words, the more attention we give to teams the most they can share the beliefs and values of higher productivity and good reputation for Bill’s restaurants and their behaviour changes positively based on their own critical thinking skills.
4. An example using the Bono Thinking Hats model
As a good practice, the Bono Thinking Hats model which we saw in class could be applied at Bill’s during staff meetings in order to promote critical thinking in a conflict-free way. The “white hat” (describing the objective facts) for example could be used in order to improve the employees’ understanding of the objectives and feel the gaps with the data which are available from past meetings or reviews. The employees could respond using the “black hat” (expressing judgement with caution and logic) in order to inform the line managers about what doesn’t work from their own point of view, when applying for example new service methods. 
In the last meeting for instance, some employees’ feedback was that using commis (junior chefs) to bring the food by trays on the floor is extremely difficult for them because of the narrow space between tables. The employees reported that they feel very anxious with commis waiting and carrying this huge tray. This would be described as the employees using the “red hat” which is expressing emotional views. 
The management responded with the “yellow hat” (putting importance on the logical benefits) meaning that, even if they didn’t change the service method, they focused on the positive influence that this new service style has on the customers: it looks more professional; food arrives all at once (warm on-time) and there is always a waiter available to look after the customers; customers not need to leave the floor and pick up the food by themselves. This method creates better customer service, and happy customers write better reviews, increasing the profit for the organisation and bringing more tips to employees (this could be using describing the “green hat”, coming up with new ideas). However, the employees did not participate at this point, so it was not their own critical thinking that was used. On the contrary, as usual, management responded as usual giving a solution that comes from the hierarchy despite employees’ experience, judgement and feelings.
Last, the management noted that with this new service method the employees’ task is divided between waiters/waitresses and commis and therefore employees need less effort to complete the task (“blue hat”, expressing organisational control). 
In this example we can see that if the management chose to use the Six Hats model during the meeting, the employees could also wear the green or the blue hat, not only the black and red ones, and therefore have an opportunity to use their critical skills to find positive solutions, not only express negative feelings and negative attitudes.
5. Bill’s after Brexit and the lockdown 
After Brexit, companies like Bill’s faced huge administrative burdens due to the customs union plan. At Bill’s and generally in the UK hospitality industry recruitment is becoming a big challenge and, in some cases, employees need a visa or work permits or statement status in order to work in UK. Overall, rules and regulations, trade deal policies and delivery have had to change rapidly and all organisations had to adopt new policies and management practices to solve several problems under the new circumstances. 
At Bill’s one of the major problems at this time is that, due to new regulations after Brexit and more importantly, the supply chain disruptions that took place because of the global lockdowns, suppliers are not always able to deliver on time. As a result, we are running out of stock for several items during the week. Before Brexit we applied Just in Time management to reduce waste but nowadays this practice is no longer relevant. As a result, very often we have to replace items with something similar available to the market. For example, we used to sale Sauvignon Blanc from New Zealand and now we offer a Sauvignon Blanc from France and maybe next month from somewhere else. In order to find solutions to such problems and keep customer satisfaction the management has to be thinking out of the box, to be flexible and to apply critical thinking skills, to find what is important to keep and what can be stopped or replaced. 
Furthermore, today several restaurants on the same street at Victoria (different companies) collaborate and communicate with each other. For example, if one of the restaurants runs out of wines, soft drinks, till rolls and so on, they ask to borough from another until they receive their own delivery. Before Brexit and the lockdown there wasn’t any kind of communication or collaboration between restaurants, there was only an attitude of competition and profit was the only value. Communication and solidarity are the positive impact of these difficult times onto the culture of the organisations. People are coming together with a new philosophy appraisement, having re-evaluated their beliefs and taken new attitudes during the Covid pandemic. The goal is to keep the system going, to keep a balance and keep functioning even between competitors and everyone is getting involved to make it happen. 
6. Conclusion: the future of work at Bill’s
After of Brexit and most importantly the trauma of the pandemic, we came across of something that we had never faced before: scared people, emotional people, people who lost their loved ones, young employees with anxiety and depression. People’s beliefs, values and attitudes changed dramatically: it seems that learnt to we value life differently, we value health and time with our family more than ever before and more than anything else. 
Employees want to spent time with their families, with their loved ones more than they want to have a career or dedicate themselves to meaningless work. They demand quality in their workplace environment, wellbeing and life balance and if they can, they will not work to enjoy a better quality of life. Business are left desperate because without people, employees they cannot function, even if they replace humans with automatic machines or online shopping for example. 
There is a new term that describes this phenomenon: the great resignation. In fact, a recent study asked over 2000 employees in the UK if they plan to stay in their job and 18% said they are “very or extremely likely” to leave their job and find a position that gives them more satisfaction and higher pay. In addition, 62% of workers prefer hybrid working for the future of their work spending less time in the office (Saker-Clark, 24 May 2022). Naturally the hospitality industry cannot implement hybrid working, as it is a client facing job. However, the high absenteeism also due to sick leave because of Covid infections and high turnover have a negative effect on the industry (Milliken, January 13, 2022). This situation has become even worse in the the general recession of the country with current high inflation keeping the customers away from restaurants such as Bill’s.
To face these challenges, Bill’s, like everyone across the hospitality industry, had to think quickly to adapt with the use of new technologies and practices like using deliveries, take- away, click and collect, etc. But in order to survive in the future they must remember that their employees are their most important asset. It’s true that at this moment all the critical thinking and analysing goes into how to generate cashflow, bring down costs, and keep the same customer service quality. But the market pressures are very big and it is not sure that they can be survived. Even if people can go back to the restaurants, during the pandemic lockdown many people started to cook at home even produce their own vegetables which is so much cheaper and it is not sure that they will come out like they used to (Deloitte Development, 2021).
I think that it is important for management to not forget the values of solidarity, flexibility, compassion and the belief that we can overcome together that we learnt during the lockdown. Adopting new management styles toward the employees, creating positive attitude of collaboration, open dialogue, real teamwork are essential. The old ways must be re-evaluated based on our new experiences and information. This is the heart of critical thinking. 
The new critical, strategic thinking must be based on the assumption that without skilled and satisfied employees the restaurants will not be able to survive the recession. If this is the basic assumption then it is possible to create a restaurant experience composed of a healthy, happy and warm service by the employees. This is a customer service that can help Bill’s to sustain their success. These are new values of focusing on all the people, not only the customer that should be the biggest lesson of these difficult times for the future.
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PART 2- REFLECTIVE JOURNAL 

In this paper, I intend to create a critical thinking journal, to evaluate and support the outcomes of learning in this course into a workplace environment. This paper is re-written after the semester finished and it will not strictly follow the order of the week-by-week outline of the course. Rather, I will write about my thoughts and reactions to the main concepts that we saw in class and comment on my readings during and after the class.
What is my own objective in studying this module? 
“If you can't describe what you are doing as a process, you don't know what you're doing.” 
W. Edwards Deming, American scientist and professor (Brainyquote.com).
When I started my studies in this module of Critical Thinking in the Workplace, I did not know what to expect, what was the context and also how or where I could practice all these new ideas available to me. Likewise, I did not know where to start from when I got the assignment subject. That was the time when critical thinking practices taught during our lessons by our lecturer and his guidance helped me to get some ideas about where to start from and to clarify what I wanted to do with all this knowledge. It is much easier to proceed when you know what you want to achieve and where you want to go to through this journal.
Suddenly, a favourite quote crosses my mind from “Alice’s Adventures in Wonderland” where she has a conversation with a Cheshire Cat. In this, Alice asks the Cat (Carroll, 1989, p. 63-64):
· ‘Would you tell me please which way I ought to walk from here?’
· ‘That depends a good idea on where you want to get to’, said the Cat.
· ‘I don’t much care where’, said Alice.
· ‘Then it doesn’t matter which way you walk’, said the Cat.
This is such a relevant quote, not only regarding to this assignment and work, nor the workplace changes and challenges we are facing after the pandemic happened. It is about where we want to go as humanity, what we believe and value in our daily life and workplace, as well as distinguishing the attitudes we have adopted after the pandemic. Therefore, it deepens the ways we can use critical thinking skills in order to make better choices and improve our life.
Not everyone has developed critical thinking.  “Critical thinking is an activity. It isn’t sufficient to read about it: It has to be practiced”.  (Cottrell, p. x). 
However, reflecting on my journal for this module, I now realise that I have learned how to use management theories and techniques and then practice both in the workplace as part of the possess. But let’s take things from the beginning.  
My professional situation and environment during the CT module
I currently work at Bill’s restaurants, in an industry that has gone through a lot of challenges and changes in the past to years. After the pandemic, people started to avoid and keep distance from each other to protect their health and wellbeing. Socialising wasn’t an option for a long time and this situation created a yearning of being with other people and the need of a return to “normality”, for most of us. When bars and restaurants opened, we realised the impact of Covid-19 on people’s behaviour and attitude. At places like Bill’s customers wouldn’t stand close to others in a queue and they would demand a table far away from others. We were wearing a mask most of the time and we were scared of touching surfaces in the restaurant without using a sanitizer first. Fear was everywhere, we could recognise its face on each and every one. Nothing would be the same again. 
Employees and employers had to adapt to new challenges and reshape the nature of our relations. The fear of a possible explosion of Covid contamination in our workplace and the reasons of such a possibility, changed people’s behaviour dramatically. Since the pandemic started, Bill’s restaurants used protocols to communicate with employees, following the governments’ rules and regulations. 
Changes in the workplace from a CT point of view
The biggest challenge at Bill’s today, just like in all workplaces, is employees’ well-being and mental health. According to the literature there is an urgent need for change and attention in the workplaces. I recently read an article from the Harvard Business Review, where Berinato (2020) analysed David Kessler’s theory of grief at the time of the pandemic. He writes that research in psychology focused on the mental health problems that were created when people where trying to cope with the crisis, including anticipatory grief. For example, psychologists focused on the terrible effects of the pandemic on people living with depression (Dresden, 2020). Other authors focused on the fact that “added to economic and everyday work stress, the well-being of employees has never been so urgently in need of attention’’ (Cerruti & Grodecki, 2022, p.5).
The critical question that arises in my mind is how can we bring together, in harmony, the organisation’s culture and the employees’ culture? It seems to me that Bill’s restaurant needs team members to keep functioning and workers need to feel safe and cared for in their workplace in order to keep functioning. It is important to formulate this question clearly and precisely and to think about alternative solutions with an open-mind as well as to communicate openly 
From the point of view of Human Relations Management, we could, as managers, have an individual conversation with all employees in order to identify their problems and needs. When you give people your attention, they respond in a positive manner, a phenomenon described as the Hawthorne effect from the studies conducted in the US in the 20s and 30s, and therefore employees who feel that they are paid attention to have more chances to collaborate for the best solution. We shouldn’t forget that 1+1=3, the synergy and dynamic of people when they come together to solve a problem could have amazing results for both the workers and the organisation. 
Avoiding sociocentric and cultural biases 
In the classroom we talked a lot about our values, beliefs and attitudes. Everyone is different, born and raised in a different country, culture, religion and so on. However, wherever we come from, it is crucial to be aware of the reasons of what we believe, to be able to evaluate and support our values and actions with logical evidence. It is also important to show flexibility and to be able to put yourself in the shoes of the other, and see things from their point of view. This process of questioning and self-questioning eventually leads to stronger CT skills.
As I have been thinking about CT in the past months, I have to say that unfortunately critical thinking is not something that most of us are taught it in school, and we don’t have the tendency to question our own point of view. So, it was tough in the beginning to understand how being critical links to solving problems. We did a lot of tests in the classroom and we practiced even more every week but still, I find that very few people have naturally improved these skills just because they work in a business where they must take decisions every day. 
The importance of self-awareness in the development of CT
Writing about the role of reasoning in dialogic approach to critical thinking, Kuhn (2018, p.124) refers to the importance of awareness when students talk and suggests that “by documenting their ideas in writing — their arguments, evidence, counterarguments, and rebuttals — students are encouraged to commit to them, to take ownership of them. These written artefacts thus serve as another way of conveying to students that they are responsible for what they say — that they are engaging in what Resnick et al. (2010) refer to as accountable talk’’ 
When write an essay, drop a conclusion or try to solve a problem; we learn the importance of the information available to us and also how to use the evidence, to evaluate the information and differentiate the fake news from truth. We learned that “a fact is a statement that can be verified, while an opinion is a statement of belief’’ (Debbink, 2020, p.5). In practice, in these times where reality is created in social media it is crucial to verify-check the facts-information can help us to get to the right conclusion and make better choices.

Reflecting to my personal journal in this module, I started questioning myself: Do I have critical thinking skills? Did I improve my skills through my studies in this term? I know that practicing in classroom helped me understand the process of critical thinking and yet, studying on my own time or/and from my own experience in my workplace and life, I have developed my skills. Looking at the bigger picture, I understand the necessity of questioning my own ideas and trying to evaluate the information from different points of view before making a decision in the workplace and these abilities could become my objective in my professional life. 
CT is a skill for a lifetime
When I started writing my assignment, I was thinking why this topic is so important? why is everyone talking about critical thinking in the workplace, in real life and so on? Now I believe that, becoming a critical thinker is a skill for a lifetime; developing this skill makes us better listeners because we try to see things from another’s’ point of view; we aim to evaluate information and observe the context during a conversation; we try to show empathy for each other, we value each and every one as we value ourselves and our own life. We become more conscious of our own beliefs and our own behaviours. Once we bring these skills into the organisation, we can take steps all together to develop these skills for both employees and employers, and hence improve our work life as well as the success of the company.

After the pandemic, the hospitality industry suffered and suffers from a lack of team members; the nature of work has changed and employees have to make decisions for themselves, as they cannot rely on others anymore. On the other hand, managers can’t really make decisions either, as they can’t rely on employee’s stability and commitment. We all know, organisations need to reduce cost, and do things better and faster to make profits and succeed. However, this is impossible without having the necessary means, which usually refers to human work force. 
One application of my studies at work 
Reflecting on my knowledge and practicing these skills in my workplace, I found myself recommending the Scanlon Plan to my Operations Director Manager in order to achieve commitment and productivity from employees and in turn to reward employees and increase their pay for their contribution. As we saw in class he Scanlon Plan is a cost-saving, gain-sharing, productivity-incentive plan in which any saving (agreed-upon standard labour cost per unit of output subtracted from actual labour cost per unit of output) is shared equally between the workers and the organization.” https://the-definition.com/term/scanlon-plan The results of this plan in practice were amazing. The outcome from our team members suggestions in decision-making process from management, allowed both parties to work together and achieve great goals. 
Aristotle at the workplace
Last, but not least, in this module we explored, analysed and practiced one of the oldest research approaches from the Greek philosopher Aristotle, the deductive approach. Aristotle’s method of reasoning is simple and logic and is remarkable that it is at the basis of mature deductive systems of syllogistic Robin Smith in his entry in the Stanford Encyclopaedia of notices that “scholars trained in modern formal techniques have come to view Aristotle with new respect, not so much for the correctness of his results as for the remarkable similarity in spirit between much of his work and modern logic’’ (Kulicki, 2020, p.2).

Aristotle’s syllogistic methods are simple and easy to follow and practice from my perspective, but this is only a personal opinion through my own experience. Deductive approach, if I try to put it in a simple, starts with a theory, continues with another premise and leads you to a conclusion. Let’s give an example from my workplace:
· Employees are calling in sick more and more 
· After long hours shifts, we observe more absence from employees
· Deduction: after long hours shifts employees call in sick.
An operation manager identifies that employee’s absences increase after long shifts. Therefore, the manager decides to decrease these hours from 12 to 9-hours shift and add 20 minutes break every 4 hours.
Conclusion
Reflecting on a journal for this module I found it difficult in the beginning to understand the critical thinking procedure as I always prefer to choose and follow a logical way as a pattern when I need to take decisions. Practicing these new methods in my workplace, I came across the importance of different perspectives, beliefs and behaviours from the co-workers, managers and so on. I have learned that improving Critical Thinking skills is beneficial not only for the quality of my relations at the workplace but also for my personal development. It helps me make better choices and improve my life in all aspects. Critical thinking supports me all the way long in order to complete my assignments, evaluate my ideas and actions, and take decisions of a more conscious living. 
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