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AI Acknowledgment

I acknowledge the use of Grammarly (https://www.grammarly.com/) throughout my work to check my work using the prompt(s): 						

1. Please check the following text for grammar. I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.
I acknowledge the use of ChatGPT (ChatGPT | OpenAI)  throughout my work to support my research using the prompt(s): 										

1. Please provide me with a literature on leadership. 
2.Please provide me with a literature on managerial skills.			
3. Suggest theories about leadership.
4. Please provide me with a summary of these books: Neff, K. (2011). Self-Compassion: The Proven Power of Being Kind to Yourself. New York: HarperCollins Publishers,
Dweck, C.S. (2006). Mindset: The new psychology of success. New York: Random House.
I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.









[bookmark: _Int_Y1h0M69M][bookmark: _Int_6yk62MQD]In fulfillment of my Level 6 International Gastronomy Management placement, I am currently undertaking my professional experience at The Morgans Hotel, located in the heart of Swansea. This boutique establishment fuses the historical narrative of Swansea’s maritime past, offering intimate yet luxurious experiences. The luxury is reflected in individually designed rooms to give each a sense of self, offering sophisticated décor and premium amenities for a lavish getaway. The focus goes beyond simple transactions, the hotel places emphasis on authenticity by offering personalised service, anticipating guest needs, acknowledging their preferences or even remembering guest names for emotional connection! By staying consistent in these actions, the hotel perfectly aligns with (Pine and Gilmore, 1999) theory on economy driven by experiences, which indicates that these dimensions are critical differentiators in shaping ‘guests for life’. This reflects the hotel vision to become curator of memory-oriented destinations. Moreover, it clearly communicates its mission to prioritising passion for people and hospitality above all else.	

Structurally, Morgans Hotel employs a situational leadership model, adapting managerial approaches based on the competencies of team members and the specific context of each situation. Although this flexible approach can raise concerns particularly regarding favouritism under the Equality Act 2010, (Goleman et al., 2018) argues that combining situational leadership with emotional intelligence is crucial for effectively meeting diverse needs of employees. This perspective strongly resonates with me, as I aim to build a business that values people not only for their skills but also for their individuality. In five years, I envision owning a company where human connection is central, guests feel a genuine sense of belonging, and experiences are truly memorable.							

Placement at Morgans Hotel has provided the opportunity to contribute to these principles by taking the role of a Breakfast Supervisor. The live, often unpredictable environment ranging from fluctuating team dynamics, managing financials throughout service to meet expectations and operational issues like delayed deliveries, last-minute changes to guest dietary requirements, or staff absences all served as  learning canvas, where I could engage with a range of interpersonal scenarios which significantly advanced my skill to listen in a way that makes people feel truly heard, and how to speak in a way so people can carry the meaning with them afterwards. Through this process, I discovered that my greatest asset was not the pursuit of perfection and independence, but the strength of my presence. This has inspired a strong commitment to embedding the innovation of emotional intelligence into the DNA of my future business, rather than keeping it as an emergency reaction to crises.											


To reach this goal, however, I have identified three key areas in need of development: deepening my understanding of the role of a leader, recognising and responding to employees training needs and developing understanding in financial health of the business to stretch my abilities to become the best version of myself as a future authority for others. These areas will be critically explored through Kolb’s Reflective Cycle (1984), using its stages of experiencing, reflecting, interpreting, and applying insights to improve my future performance. 									

If I were to define leadership, I could compare it to the nature of water. Seems soft and yielding, but over time it can erode a rock. Similarly, leadership may not cause instant problems, but over time it can diminish trust and motivation. This metaphor becomes even more powerful when viewed alongside research revealing that employees often leave not because of the company itself, but due to poor leadership (Harvard Business Review, 2016). This insight is further substantiated by recent data from (Forbes, 2024) which reports that toxic leaders contributed over $223 billion in employee turnover costs. Suggesting that organisations overlook critical attributes that make a good leader in their selection processes. 								

[bookmark: _Int_xICfWXUO]Throughout my time in the role of Breakfast Supervisor, I encountered a situation where I was challenged over one of the potential oversights. One morning, when we expected a full house of guests to arrive for breakfast, counting 80 arrivals, I found myself trying to manage the entire operation alone. As the guest arrived, I tried to be a host, as orders accumulated, I tried to be a server, rushing between the kitchen and the front of the house, ensuring excellence in every aspect of the service.  However, I noticed that although I intended to help employees, their morale seemed to deteriorate. After the shift, Megan, one of the waitstaff, pulled me aside and said ‘Paulina, “I appreciate you jumping in, but it feels like you don’t trust me and the rest of the team’ We can perform our job, but with this approach you make us feel unnecessary’. Her words left me in shock and prompted a critical reflection on my etiquette as a leader.
 
Firstly, I recognised a subtle form of stereotyping and egoism in my behavior. I assumed that because I had more experience and authority, I could make choices based upon my standards and not necessarily seek input from other employees. Furthermore, when tasks diverged from my envisioned path, I experienced disproportionate frustration, contributing to an environment in which individuals felt hesitant to ask questions or seek support. According to (Edmondson, 1999), such conditions reflect a breakdown in employee psychological safety defined as the degree to which relationships enable employees to engage, share setbacks, take risks or engage in constructive dialogue in exchange for collaboration, feedback, support or opinion (CIPD, 2024).	

This behavior can also be explained through psychological lenses. While I initially labelled this as ambition or a desire to uphold standards, research revealed this as a manifestation of perfectionism. The definition of perfectionism according to (Flett and Hewitt,2002), is a tendency to set exceptionally rigorous performance benchmarks, accompanied by overly critical evaluations of one's behavior.  Building on the definition, I was deeply influenced by a fear of failure, which acted as a defensive mechanism aimed at avoiding any outcome that could be perceived as inadequate. Conversely, this behavior may also be underpinned by fear of overstepping the boundaries of authority. As a younger supervisor working with a team of older, more experienced staff, I found myself hesitant to fully delegate tasks, which blurred the adoption of effective leadership style. Furthermore, this also suggests that I lacked the ability to hold my employees fully accountable for their assigned responsibilities. By stepping in and doing tasks myself, I may have unintentionally signalled that the responsibilities assigned to them, were less important or optional. 				

Leadership style refers to the consistent behaviors and approaches a leader adopts when guiding others (Hersey et al.,2001). While this finding is indeed insightful, it overlooks the situational nature of leadership. For example, (Fouad,2019) discovered that, although autocratic leadership is often criticised for undermining motivation and lowering morale, it can be advantageous in crises. In such contexts, this style provides employees with clear, decisive direction, essential for maintaining focus and ensuring rapid task completion under pressure. Consequently, my actions may not necessarily indicate ineffective leadership skills but rather highlight lack of ability to adjust my approach in response to the specific demands of the situation and employee’s needs.

To the extent I wish to develop, I am not seeking progression but rather transformation. I understood that leadership is not about personal performance but widespread influence. Therefore, where I want to be is in space of stepping beyond ego-driven notions. I must learn to notice what is not said, interpret resistance as feedback, and utilize power to create an environment that others can excel in. This aligns with the definition ‘moving from the dance floor to the balcony’ (Department of Education, 2019), which involves stepping back from the immediacy of doing to gain perspective and lead strategically. 

The effectiveness of this approach became evident when I observed the Food and Beverage Manager in my placement, managing a short-staffed breakfast service. While my instinct would be to intervene in every detail, she chose to observe before acting. Only when guest touchpoints risked being neglected did the manager alleviate pressure, but without disrupting the team autonomy. For example, she discreetly cleared tables to accelerate table turnover, allowing waiters to keep on top of order taking. Furthermore, she restocked the ‘Continental Breakfast’ section, sheaving time-consuming tasks and avoiding pulling the team from their assigned roles. This reflects situational awareness and leadership skills where the authority was dosed in a strategic manner knowing when to step and when to trust the team. 																			
To support my development in this specific area, during every shift my new routine is to spend the first ten minutes discreetly scanning the room. I aim to look for frustration, hesitation, cognitive overload, lack of confidence in body language or staff exchanging worrying glances. This practice is intended to enhance my ability to recognise pressure points. In parallel, rather than immediately take over, I ask open-ended questions. For example, what task are you prioritising right now? Is there anything blocking your performance? This supports me with tailoring the right approach to help others achieve extraordinary outcomes without being obstructive or micromanaging. According to literature (Bass and Rigio, 2006) this is considered a key strength of a transformational leader. In contrast, (Covey, 2020) educates that for this to be effective, it is vital to approach these conversations with genuine intent to understand, not with the intent to respond. This means avoiding the tendency to implement own experiences onto the narratives of others. Critically, by acknowledging and recognising this bias I will be able to deepen my understanding of employees not only intellectually but also emotionally.

To develop this further, I plan to engage and explore leadership literature.  My goal is to read for 30 minutes daily, intending to complete one book every two months, which equals a total of three books at the end of this year. I will also summarise key findings after each chapter, reflecting on how I can adapt what I learn into daily scenarios. This is relevant for my development because through understanding of the theoretical foundation, I will be able to better equip myself to navigate the uncharted waters of leadership and see beyond the black and white perspective. The potential barrier to achieve this is lack of motivation over time, especially if results are not immediately visible. To overcome this, I will apply a method of positive reinforcement. For example, after finishing a book I will treat myself to something enjoyable. Also, to keep the process interactive I will share gained insights on social media groups dedicated to leadership to spark the conversations and encourage exchange of perspectives and experiences. 

Therefore, after this reflection it is now clear that leadership and development are two sides of the same coin: neither can truly succeed without the other. This realisation naturally led me to contemplate on another critical area, and this is recognising and responding to employee development needs. While working as a supervisor, I was overseeing a service when the kitchen printer broke down. The workaround was to enter orders into the point-of-sale system for financial reporting purposes, while the handwritten the tickets, were used as a manual alternative and delivered directly to the kitchen. At this time, server Kateland, oversaw taking orders. However, she made impactful mistakes. While she entered the order details into the system correctly, she discarded the handwritten tickets. When she started to retrieve them, she arranged them incorrectly on the chef’s rack, with tickets missing critical information such as the table numbers, allergies, and the timestamp of the order. This resulted in a delay of approximately one hour in breakfast service, as well as fatal guest complaints and issuance of refunds. 									

Upon reflection, it became evident that Kateland’s actions were not the result of carelessness but rather a lack of preparedness and individual readiness in managing such situations effectively. This also proves that the length of experience does not always translate into employee competence to manage such rare situations. According to (Eraut, 2004), Kateland’s behaviour was a consequence of continuous reliance on informal learning. While described in his literature as an essential part of skill development, it does not always equip individuals with the necessary knowledge for unexpected challenges. This suggests that this form of informal learning often emerges because of poorly structured and unguided formal learning. Reflection on this has elicited a sense of guilt. It has also proven that my current position in this area has reached a point of stagnation. I recognised myself as not fully showing initiative in organising structured training for my employees, and hesitation to take the necessary steps to introduce these changes.							

Initially, my hesitation was caused because of a deficiency in time, due to the demands and nature of my role. It could also be influenced by the awareness of the transient nature of employment in the hospitality industry. According to statistics, the hospitality industry experiences approximately 52% employee turnover rates! (CIPD, 2024). Given this, it is reasonable and almost logical to question the value of dedicating resources and effort to delivering formal training when employees are likely to have short tenures in their roles (Poulston, 2008). Yet, this justification overlooks important long-term considerations. According to (Becker,1964) and the Human Capital Theory, employee training and development are expected to yield returns like any investment. Similarly (Ahmad, 2013) found that providing development opportunities can serve as a retention strategy. 									

Consequently, my logic is fundamentally flawed. To elaborate, it also contradicts the principles of Maslow's Hierarchy of Needs, which, in accord with previous findings, indicate that employee development is critical. Maslow suggests that the absence of development opportunities results in feelings of marginalisation and disengagement. Thus, neglecting employee self-accomplishment, safety and belonging (Pichère, 2015). Research on current trends in hospitality also reveals a significant shift from the mindset of ‘not training’ employees. For example, Marriott Hotel invested 28.7 million towards internal development programmes across different departments, with 90% of associates completing role-based training in 2023 (Marriott International, 2024). 		

From a distinct perspective, while organisations invest in staff training, it is their responsibility to equally make sure that supervisors and managers are presented with the same opportunities. Without this balance, organisations inadvertently perpetuate a cycle of inadequacy. This means that staff development initiatives do not meet their full potential due to the lack of training and resources at the supervisory level. Regrettably, I have not yet experienced external or formal internal supervisory training in my placement, which constructively highlights a missed opportunity to explore and unlock my full potential in this area. As someone eager to grow into an effective and fully engaged leader, the absence of guided support has at times left me feeling uncertain and isolated to become a trainer myself. 						

My curiosity when it comes to this area pushed me to consider when to classify a training programme as ‘delivered on a good level'. The principles of Andragogy: a theory and practice of teaching adult learners, explain my feelings. In his argument (Knowles et al., 2011), emphasises that adults learn better when they participate in choosing what and how they learn. Consequently, my feelings could arise because of not having such an opportunity. As a result, any training my managers attempted to deliver failed to resonate on relevance grounds, and therefore, I perceived it as lacking value or meaning. What is more, the delivery style was uniform and ‘lecture-based,’ leaving no room for reflection, experiential engagement, or feedback.						

Similarly, (Gibb, 2011) holds the view that there is no single method that works for all learners, which suggests that the foundation of effective training lies in understanding the learning styles.  These are categorised as visual, auditory, and kinesthetic. However, there is an existing inconsistency with this argument. According to (Oluwaseyi, 2024), it overlooks the fact that a learner's preference for a particular style of learning can change over time. What is more, Gibb also fails to acknowledge that if training programs rely too heavily on these fixed learning styles, they can discourage learners from developing other learning strategies, creating a fixed belief that they can only succeed through one preferred method. 							

This reflection has significantly influenced how I view my development in this area. My long-term goal is to become a mentor for others. I would like to be able to trouble the comfortable and comfort the troubled by creating a learning environment where individuals are seen for the incredible potential they carry within them. I desire to be a trainer who stands by learners when they stumble, one who sees their worth even when they are not able to, the one who believes in them before they can believe in themselves, offering courage when they feel uncertain and a safe space to fall. Therefore, I would like to learn how to adapt my approach to learners and whisper through my training methods; ‘’I see how you learn, and I will meet you there, every step of the way’’.						
This is vital for my development because, according to (Shackleton-Jones, 2019) memory selectively encodes and retains only information that truly matters. Suggesting that, unless training is crafted to connect with learners on individual needs and a personal level, the content will be forgotten. While the author emphasises emotional relevance, (Ebbinghaus, 2013) also argues that memory retention declines rapidly without reinforcement. These theories highlight that effective learning design is not just about delivering content but about deeply understanding how learners retain information. Therefore, I am eager to learn how to evaluate my training to guarantee effectiveness and how to apply reinforcement strategies to ensure employees remember the training long-term. 

I am specifically developing these areas in my placement by working very closely with both Food and Beverage managers, Inez and Chelsea. My involvement begins with actively participating in the design of training content. For example, I try to get to know employees on a private level to align and create the content according to their needs. The process begins by conducting ‘coffee chats. During these casual conversations, my breakfast employees and I discuss how and why they learn new hobbies, how they like to spend their free time, and any personal rituals or routines that contribute to their well-being.  These dialogues not only build trust but also offer valuable insight into their intrinsic motivators. Throughout this process, I actively solicit their feedback and pay close attention to the specific language they use, including phrases such as, I enjoy reading, I like listening to or watching podcasts, or I enjoy discovering new cafes and places firsthand. This helps me to discreetly identify patterns in their preferred way of learning. Additionally, to ensure the training addresses their needs, I observe their challenges during daily tasks to design content that not only solve real problems but also explains the underlying reasons behind issues they face. This approach prompts them to internalize not just what they are doing, but why it matters. As (Sinek, 2009) emphasizes people are more likely to perform better when they understand the purpose behind their work. 							

More often now, I also get involved in assisting with shaping the structure and flow of the training. For example, I use my knowledge gained in university to suggest ways of simplifying complex and overwritten PowerPoint slides, with visuals, gamification, or interactive activities to ensure employees stay more connected and less overwhelmed. (Gallup, 2025), reinforces this perspective and suggests that employee engagement should not occur sporadically, but should be an intentional aspect in every action. Accordingly, I advocate for scheduling training sessions post-shift, allowing practical application to immediately follow theory. This enables real-time feedback, fosters a problem-solving mindset, and helps employees build resilience under pressure.		

To continue growing in this field, I plan to leverage AI tools to simulate Human Resource scenarios. These simulations will allow me to practice identifying development gaps and suggest appropriate interventions. According to (Forbes,2024), using AI is a powerful tool to enhance professional development. Consequently, over the next eight weeks, my goal is to complete at least two AI-simulated scenarios using tools such as ChatGPT. The first scenario will involve addressing an underperforming employee and understanding the motivations that guide this behaviour. The second scenario will focus on conducting a routine performance review to identify the employees’ hidden strengths and weaknesses. After each session, I plan to introduce a reflective log to critically evaluate my performance and ideas in recommending tailored support solutions.  One likely challenge of this development strategy is that the Artificial Intelligence tool is trained to always assist, not challenge me. This indicates that it may not pick up on my cognitive biases or assumptions. To overcome this, I will purposely record my answers and share my performance with Janette, the Human Resources manager at Morgans Hotel, to gain her honest feedback. Her experience will help ensure my learning is grounded in workplace realities, making my development more relevant and actionable.					
Having made progress in analysing my performance as a leader and reflecting on the importance of evaluating and responding to employee development needs, I am now prepared to focus on the final area: enhancing my understanding of the business's financial health.  As noted by (Cousins et al. 2023), effective managerial decision-making must be underpinned by sound financial rationale. This is because financial records provide a constructive and objective foundation for evaluating business choices. A specific moment that highlighted this occurred when I was asked to join the heads of departments meeting, where the hotel’s monthly financial performance was discussed. During this meeting, the general hotel manager, Kate, addressed the profit and loss statements, return on investment data, balance sheets and both allocated and actual budgets for the hotel. She also assessed met and missed operational targets for the aspects of business such as, labour costs. 					

Although I was familiar with handling a point-of-sale system, performing cashing out the breakfast till, producing the ‘Z’ report and PDQ report, both showing the end-of-day total sales, I found myself confused and overwhelmed by the financial terminology, and unsure how to interpret the financial data being shared. I felt that my limited understanding hindered my ability to contribute to the discussion, and perhaps even diminished my professionalism in the eyes of senior colleagues. As aspiring business owner, I realised that passion for hospitality is simply not enough. I felt like I was missing a critical piece of puzzle, which ultimately impact my entire future! This illustrates how a lack of financial skills can weaken confidence. I realised that if I am not able to speak it fluently, I risk being sidelined in key decisions, misunderstood by potential investors, or even struggle to start with the process of opening my business because I would not understand the start-up financial requirements, or how to create a sustainable business plan. I could easily misjudge costs, underprice my services, fail to forecast budgets, or allocate resources. 									

Critically, this personal experience reflects a broader issue within the hospitality sphere. Despite clear signals from industry bodies like the(Institute of Hospitality ,2021) about the importance of financial acumen, many educational institutions continue to fail to adjust curricula for the financial demands of managerial roles (Aarons,2019). This helps me explain why my knowledge in this area has been limited. (Arquero et al, 2024) strongly support the critical importance of financial competencies within the hospitality sector, asserting that such skills are integral to all operational areas and are required across all positions.

However, recognising this does not absolve me from responsibility to stop actively seeking opportunities to build my financial acumen. This approach strongly aligns with (Dukić, 2023), who stresses that managerial competence is not static. Rather, it requires an ongoing commitment to personal and professional development. What distinguishes Dukić’s argument from the above authors is the emphasis on self-directed learning, which challenges my earlier perception that the lack of financial education at university was a limiting factor and beyond my control. Instead, it highlights that regardless of formal education gaps, it is ultimately my responsibility to take initiative in addressing these deficiencies.  The approach used in this investigation is comparable to that used by a leading expert in human motivation (Dweck, 2006) and his ‘growth mindset’ theory, which educates that abilities can develop with dedication and effort.  										
Therefore, I would like to improve my financial skills moving from just basics to feeling confident in reading, understanding and interpreting financial reports. I am fully aware that I will not be able to become an expert overnight. However, I will focus now on understanding the key areas that are compatible with opening a business in the future.  According to (Walker, 2021) these are, mastering cash flow management, supervising, allocating and understanding budgets particularly for fixed and variable expenses and learning how to prepare financial projections to attract investors and secure funding to create a path for independence. I want to be able to be realistic in my decisions and build something of my own, and know that I understand not just the vision, but the mechanics that make it work. (Kimbrough, 2024) supports this and educates a strong foundation in financial literacy facilitates the creation and preservation of wealth and business success over time. 											

To achieve these goals, I have begun actively completing banking sheets for the breakfast and bar areas to deepen my understanding of cash flow within the food and beverage department. Additionally, I approached Kate to request regular participation in weekly financial meetings and asked for an extra ten minutes afterwards to address any questions and clarify complex points. To further enhance my learning, I plan to analyse publicly available financial statements from hospitality companies, dedicating two hours weekly for eight weeks to develop skills in interpretation and pattern recognition. Acknowledging the potential for burnout due to the workload, I intend to manage my energy mindfully by prioritising rest and pausing when needed. I believe consistency, rather than intensity, will sustain my progress. (Neff,2011) supports this approach, emphasising that self-compassion and rest are acts of self-respect and appreciation that enable individuals to embrace imperfections, reduce self-criticism, and transform challenges into opportunities for growth.									
By viewing myself through critical lenses, this self-performance review revealed truths I had long avoided. I recognised that my perfectionism often masked a deeper fear of failure, and that personal biases had led to hesitation in leading others. I also became aware of a quiet tendency to deflect blame for gaps in my knowledge, rather than taking full ownership. Confronting these patterns was uncomfortable, but within that discomfort, I found clarity. This reflection has shown me that real growth does not occur within the safety of comfort zones. It emerges when I am willing to look inward and accept responsibility. I leave this experience more self-aware, more honest with myself, and more determined. What lies ahead no longer feels like a checklist to complete, but a meaningful journey toward becoming someone who can truly impact the world of hospitality.
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