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I acknowledge the use of Grammarly (https://www.grammarly.com/) to check my work using the prompt(s):
1. Please check the following text for readability, grammar and syntax.
I confirm that I have not presented any AI-generated text as my 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 Google and Google Scholar to support my research.
I confirm that I have not presented any AI-generated text as my 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.
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During my 10-week placement at the Leonardo Hotel East Midlands Airport, I gained a deeper understanding of how the restaurant and bar operate within a hotel environment and recognised the importance of efficiency and guest satisfaction in food and beverage (F&B) service. The hotel primarily serves business travellers and conference guests, which means service must be consistently professional and time-efficient to meet their expectations, helping me understand why staff must be adaptable and responsive. It offers a variety of facilities, including a lobby bar, conference rooms, and a modern restaurant (Leonardo Hotels, 2025), which creates diverse operational demands on the F&B team. The department is characterised by fast-paced service, clear communication, adaptability, and teamwork, as staff must coordinate effectively to meet guest needs during peak periods. My placement also provided valuable insight into how hospitality is delivered to guests and why supporting and managing staff effectively is crucial for maintaining service quality. This reflective learning log focuses on the Personal Resourcing and Development module and explores how theories of motivation, leadership, and staff well-being are applied in practice. I will draw on concepts from Herzberg’s Motivation-Hygiene Theory (1959), Maslow’s Hierarchy of Needs (1943), and Vroom’s Expectancy Theory (1964) and link them to specific scenarios I observed or experienced during my placement, including discussions with team members such as Eva, the F&B supervisor, to critically evaluate how effectively human resources are managed in the workplace.
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During my placement, I observed that the F&B department struggled with staff shortages, particularly during breakfast, which increased pressure on the team and slowed service delivery. Eva, the supervisor, often had to multitask by greeting guests, setting up rooms, and maintaining cleanliness, which helped me understand why understaffing directly affects service quality and employee well-being. Although this was a specific challenge at the hotel, research shows that many hospitality businesses faced similar post-pandemic staffing issues, leading employees to take on multiple roles (Safitri, Fadilah and Halim, 2023). This demonstrates that my experience reflected a wider industry pattern rather than an isolated incident. Recognising this helped me see the importance of effective human resource planning in ensuring performance, preventing burnout, and maintaining guest satisfaction (Baum, 2015; Karatepe, 2013).
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During my placement, I observed contrasting levels of motivation among staff members, which influenced workplace culture and service quality. Eva showed high intrinsic motivation, consistently taking responsibility and supporting colleagues, which created a positive environment. In contrast, one staff member often spoke to guests in a disrespectful tone, demonstrating low motivation and poor emotional intelligence. This behaviour damaged the guest experience and highlighted why employee attitude is crucial in hospitality (Alshaibani and Bakir, 2017). According to Herzberg’s Motivation-Hygiene Theory (1959), low job satisfaction or a lack of recognition may lead to disengagement, explaining the negative behaviour I witnessed. This also revealed a gap in training and recruitment, as employees need both the right skills and attitudes to deliver quality service. Eva’s behaviour, however, reflected Maslow’s Hierarchy of Needs, as her sense of purpose and belonging motivated her to perform beyond basic requirements (Altymurat, Muhai and Saparow, 2021). This showed me how motivated individuals can inspire others, while negativity can quickly undermine morale, demonstrating why staff motivation is a key factor in shaping organisational culture.
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During my placement, I observed how leadership style directly shaped teamwork, motivation, and service quality. Eva demonstrated flexible leadership by adapting her approach based on workload; during busy breakfast periods, she used a directive style with clear instructions to maintain efficiency, while in quieter times, she encouraged staff to take initiative, which supported learning and confidence. This showed me why effective leadership must change according to the situation. A lack of supervision during certain shifts sometimes resulted in inconsistent service and disengaged staff. According to Vroom’s Expectancy Theory (1964), employees are more motivated when they understand how their actions contribute to organisational goals, highlighting the importance of feedback and clarity (Gyepi-Garbrah et al., 2023). By working closely with Eva and supporting her during a hectic shift, I developed my own communication skills and learned how leadership and teamwork influence staff morale. This experience helped me understand that strong leadership not only improves operational performance but also creates an inclusive and supportive work environment.
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One of the key challenges I observed during my placement was understaffing, which significantly increased the workload for the F&B team. Eva often had to perform multiple tasks, such as checking in guests, clearing tables, and preparing event spaces, which helped me understand why excessive job demands can reduce efficiency and increase stress. According to the Job Demands-Resources (JD-R) model, high demand without adequate resources can lead to exhaustion and burnout (Demerouti et al., 2001). Although Eva remained committed, I noticed signs of fatigue, which made me realise the potential long-term risks to her well-being and performance. This experience showed me that employee well-being is not just an individual issue but an organisational responsibility. Dhaneesh, Iswarya and Anand (2025) also highlight that providing support and recognition can help prevent burnout, reinforcing the need for proactive management. This taught me that personal development in hospitality involves recognising limitations, maintaining well-being, and understanding why resource management is essential for sustaining both staff morale and service quality.
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Training in the F&B department was mostly informal, relying on observation and peer learning. While this practical approach helped new staff adapt quickly, it also led to inconsistencies in service standards. I witnessed an incident where a staff member spoke unprofessionally to a guest, which highlighted why structured training in communication, brand standards, and empathy is essential for hospitality roles. According to Marchington and Wilkinson (2005), regular feedback and performance reviews reinforce positive behaviour and correct issues early. Eva acted as an informal mentor by giving me guidance and constructive feedback, which helped me develop confidence and improve my service skills. However, without a formal training system, employees with poor attitudes were not always held accountable, which affected team morale. This experience showed me that effective training is not just about teaching tasks but developing the right behaviours and attitudes to maintain service quality. It also helped me recognise why employee development requires both strong leadership and consistent organisational support.
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Reflecting on my placement, I realised that human resource management is central to hospitality operations because it directly influences motivation, communication, and guest satisfaction. Before working at the hotel, I viewed HR mainly as an administrative function, but observing issues such as understaffing, inconsistent training, and varying motivation levels helped me understand why staff support and development are essential to maintaining service quality. A key moment in my development was supporting Eva during a hectic shift, where I helped clear tables, restock items and communicate with guests. This experience taught me the value of teamwork, initiative, and resilience, and showed how individual contribution can reduce pressure on the team. To improve working professionalism development at Leonardo Hotel, I recommend increasing staffing during peak periods to prevent burnout, introducing structured customer service training to ensure consistent professionalism and implementing short feedback sessions to recognise performance and address issues early. I also suggest encouraging cross-departmental support during busy times to share workload. These actions align with personal resourcing and development principles and would enhance both employee morale and guest experience.
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Through my placement at the Leonardo Hotel East Midlands Airport, I gained a deeper understanding of how motivation, leadership, communication, and staffing levels influence the quality of guest service. Observing both positive examples, such as Eva’s dedication, and negative behaviours, such as disrespectful interactions with guests, helped me recognise why effective human resource management is essential for maintaining service standards and staff well-being. Supporting Eva during a busy shift allowed me to develop teamwork, communication, and resilience, and showed me how individual contributions can make a meaningful difference to team performance. This experience also highlighted areas for improvement, such as structured training and better workload distribution, reinforcing the importance of developing and supporting employees. Overall, this placement increased my appreciation of the human side of hospitality and confirmed that successful service depends as much on people as on processes. These insights will inform my future career, as I aim to contribute to positive workplace cultures where staff feel valued, motivated, and supported.
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	Learning Objective
	Reflection on Achievement

	1. To improve my teamwork and communication skills within a multicultural team.
	Achieved. Working with colleagues from diverse cultural backgrounds helped me adapt my communication style, develop empathy, and become more patient. This improved collaboration during busy shifts and increased my confidence in interacting with both staff and guests.

	2. To understand how leadership and motivation influence staff behaviours.
	Achieved. Observing both positive behaviours (e.g. Eva’s supportive leadership) and negative attitudes from some staff helped me understand why leadership style and motivation directly affect team morale and service quality. Applying motivation theories to real scenarios enhanced my ability to analyse workplace behaviour critically.

	3. To evaluate how staffing levels impact employee performance and well-being.
	Achieved. Discussions with Eva and experiencing understaffed shifts allowed me to see how high job demands can lead to stress, fatigue, and reduced performance. This helped me understand the importance of effective HR planning and well-being strategies in sustaining both productivity and staff morale.
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