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[bookmark: _Toc213498813]Introduction
When I was on Level 6 Food and Beverage placement at Novotel Sheffield, I had an opportunity to work in the breakfast restaurant, bar, lounge and meeting room services, where the hotel sells buffet breakfast, all-day foods, bar drinks and conference meals. A constantly occurring problem over the week was the bottleneck of the breakfast kitchen, which saw only one chef serving the best of the best, and thus, this created delays, and this is where the General Manager needed to intervene. This spelt out shortcomings in capacity planning and supervision. This reflection critically evaluates the organisational problem using Gibbs Reflective Cycle (1988), relates Level 4 learning to the Level 6 practice, as well as suggests realistically functioning improvements.
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To organise my examination of the F&B placement experience at Novotel Sheffield, I used the Reflective Cycle by Gibbs (1988) in this report. Both stages — description, feelings, evaluation, analysis, conclusion, and action plan — allowed for systematically reflecting on real work problems, relating them to theories and models of leadership, so that critical thought and evidence-based change were achieved (Pieper et al., 2020).
During my placement with the F&B department at Novotel Sheffield, I served breakfast shifts that commenced at 7:30 am, prepared breakfast, cleared tables, restocked items, and later assisted in the bar and meeting areas. One of the recurring problems was that the chef would work alone during peak breakfast hours, and the General Manager (GM) would often come in to assist. This continued to run the service, but demonstrated a personnel and management shortfall; they had no specific support to give the chef during periods of high demand. I realised there were overlapping primarily tasks and little communication, and everybody seemed in a hurry. This scenario evidently impacted the guest experience, as the response time was slower and the store was sometimes out of stock. As noted in the brief, I should critically examine one of the problems of guest service, and this is undoubtedly the case.
Initially, I liked the devotion of the GM and thought that teamwork implied that everyone needed to assist where necessary. Nevertheless, as the week progressed, I started experiencing frustration, tiredness, and disappointment. There was no organisation and equal distribution of work, which created tension and burnout. On a personal level, there was no organisation or appreciation of the environment. Using the theory of engagement as applied by Kahn (1990), I experienced feelings of low psychological safety and meaningfulness, where my attempts seemed not to be noticed, and there was no clear direction to follow (Wittenberg et al., 2023). Although I felt annoyed, reflection helped me convert this feeling into the realisation that it was a system dysfunction and not a personal complaint. The short story focuses more on thinking than feeling; hence, this emotion signifies a leadership and management problem.
The good thing is that the GM provided hands-on support, ensuring no total collapse of services, and was committed to customer satisfaction. It also facilitated short-term collaboration, and the guests continued to receive meals. This, however, was not a sustainable approach. The lack of a transparent allocation of roles and the absence of proactive guidance on management decreased efficiency and morale (Zhao et al., 2022). The SERVQUAL responsiveness and reliability decreased, visible delays frustrated customers, and a low communication level and workload pressure lowered the morale of employees (Ali et al., 2021). The brief provides that the effectiveness and limitations of operational decisions should be evaluated. The result was that the output had been obtained through effort but not motivation, and long-term efficiency, leading to improved management systems.
Further examination reveals that the problem of the event at Novotel Sheffield lied in the failure of the organisational leadership and capacity planning and not in employee effort. The placement indicated a leadership gap, characterised by a managerial reaction that was a reactionary response to a task inconsistent with best-practice placement models, underscoring the need for structured supervision and directed autonomy (Anon, 2010). On the same note, Rutherford and O'Fallon (2007) emphasise that the key ingredient of sustainable F&B performance is a well-balanced role definition and operational control, which had clearly been undermined in this environment. Applying the Action-Centred Leadership proposed by Adair, the GM was much more task-oriented than coordinating the team and providing individual support, which resulted in an imbalance with the structure when the demand of serving breakfast was at its peak (Goulas, 2022). This is in line with the 9,1 produce-or-perish type of Blake and Mouton style, where operational urgency prevails in people management. Hersey-Blanchard would have had the GM delegate or coach another member of the team rather than intervene himself, because he cannot and should not always have his hands hands-on and constantly interfere with the team to limit autonomy and growth (Doblinger, 2023).
On comparing it with my Level 4 module: Food and Beverage Operations, I realised that I was operationally minded in the past. At Level 4, I considered F&B as done under the execution type of service, but on Level 6, the background of the managerial complexity emerged using the demand and capacity equalisation, workload optimisation and control. The scenario is also showing the issues of demand capacity mismatch as described by Li (2025), in which the understaffing during peak time decreases productivity. On the same note, Johnston, Clark and Shulver (2012) stress that the reliability of services is hinged on resource planning being stable, which was not the case in this instance.
The excessive use of GM intervention lowered the level of psychological safety and motivation, which is consistent with the engagement theory of Kahn (Wittenberg et al., 2023). All in all, the problem was lapses in leadership, engineering and inefficient resource planning, rather than incompetence among the staff.
My action plan would be in briefing the employees 5-10 minutes pre-shift daily to clarify roles, check stock and review anticipated covers. This guarantees individual preparedness and team alignment, which is done through the use of the Adair model to make every task clear. I will assess performance by decreasing the delays, smooth breakfast flow and fewer last-minute GM interventions. This is built on my leadership skills in structured communications.
Furthermore, I would train one F&B assistant to assist the chef to be the runner during the peak hours. I will coach them and gradually delegate the duties to them after the Hersey-Blanchard. Reduced overloading of chefs, shorter waiting time and increased task distribution will be considered a success. This improves my capacity to apply flexible staffing solutions.
And finally, I would implement a 60-second end-of-shift debriefs and weekly recognition. These improve psychological safety and morale based on the involvement and motivational principles of Khan and Zinger. The tracking of effects will be based on feedback improvement of teamwork and quality of service provision. This will equip me with supervisory positions in the future.
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This experience has shown that good F&B management is based on strategised delegation and balanced leadership, and correct capacity prediction as opposed to reactive participation of senior managers. In comparison with my Level 4 knowledge, which was mostly operational delivery, Level 6 presented the objectivity of supervision structures, an assignment of workloads and psychological security to maintain the quality of services. Through the bottleneck analysis by the identified leadership and service-operations theories, I am able to gain a sharper understanding of issues related to organisational decision-making and how it affects the satisfaction of guests and employee morale. In the future, I would like to use the concept of proactive delegation, organised communications and a sense of team identification to avoid such inefficiencies in managerial practices in the future.
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	Learning Objective
	Explanation
	Achievement (Achieved / Partially Achieved / Not Achieved)

	1. To understand and apply leadership theories (Adair, Hersey-Blanchard, and Blake & Mouton) to real operational settings.
	I wanted to witness the effect of various approaches to leadership on the coordination of the team, their motivation and the quality of the services in the busiest periods. This placement helped me to understand that too much involvement of the manager without delegation of responsibilities would turn out to be demotivating, inhibit autonomy and communication. This made me realise the need to have a balanced and strategic leadership, but not reactive supervision.
	Achieved. I identified the leadership imbalance and reflected on the need for proactive delegation, planning, and empowering the team.

	2. To improve my ability to communicate and collaborate within a fast-paced Food & Beverage environment.
	I wanted to improve my communication and teamwork during the peak time of service time. Although the workflow was not organised, professional communication was always employed by me, adjusted to the changing circumstances, and I learnt that structured pre-shift briefings and well-defined roles play a critical role in avoiding operational failures.
	Partially Achieved. Communication improved through observation and personal initiative, but systemic coordination was lacking.

	3. To develop problem-solving and reflective learning skills using Gibbs’ Cycle.
	I had anticipated the fact that I would learn how to turn the daily operational problems into significant learning. With the help of the Reflective Cycle by Gibbs, I was able to find the main gaps in the services delivered and develop a plan of action based on the evidence and involving pre-shift briefings, cross-training and recognition programs. This experience improved my analytical skills and made me convert real-life problems into systematic solutions.
	Achieved. The experience enhanced my analytical and reflective thinking, enabling me to link theory to practical improvements.
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