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Learning Log for F& B and Kitchen

	My placement at Marriot Hotel Cardiff enhanced my understanding of various management issues affecting restaurants. One of the core challenges identified during the placement is retaining quality staff. Although the restaurant offers high-quality services, the challenge of quality employee retention can sometimes affect service delivery. The management has tried implementing various retention strategies, such as employee perks, but they seem ineffective as the restaurant is usually seeking new talent. Notably, this challenge does not affect Marriot Hotel only, as research by Wani and Nandkishor found that 95% of restaurant managers believe that labour turnover is the biggest challenge facing restaurants (45). Using Kolb’s model of reflection, this essay will analyse the challenge of restaurant employee retention as experienced during my placement at Marriot Hotel. The model offers four evaluation stages: concrete experience, reflective observation, abstract conceptualisation and active experimentation (Kolb & David 12). Applying these four phases will help depict the importance of having a standard operating procedure for services to ensure that, despite labour turnover, customers can continue experiencing quality services. 
Concrete Experience
	The first phase of Kolb’s model of reflection is the conscious and physical experience of a situation. During the first phase, the learner encounters a concrete experience which could be new or a reinterpretation of existing experience in light of new concepts (Liu et al. 11). The stage requires the learner to take note of the specific situation and describe what they observe and their feeling about the scenario. It is crucial to note that the learner is not expected to analyse the situation during this phase but rather report on their observations and emotions elicited. The stage requires observational learning, which entails gaining knowledge about something by observing other people’s behaviours (Azar et al. 298). By observing how managers behave in their natural settings, the individual gains substantial experience about a specific issue.
	During my placement, I gained an opportunity to observe restaurant managers in their natural settings dealing with various issues that face restaurants. I observed that the management faced challenges delivering one of the services, as an employee had resigned unannounced the previous day. A management team member was forced to step in and deliver services to avoid disappointing guests. Although the manager ensured services were available, they were unable to provide the same level of quality the customers were used to when visiting the restaurant. I observed one of the customers complain about the quality of the food prepared. The management seemed unsure how to improve the quality issue immediately, which posed a significant threat to customer satisfaction and the hotel’s ability to ensure they return.
Reflective Observation
	The second phase of Kolb’s model of reflection is reflective observation, which involves reflecting more deeply on what occurred in that situation. During this phase, the learner asks themselves what caused the situation, what worked, and why those involved behaved the way they did (Alam 9827). Further, the phase requires one to reflect on the new experience concerning their existing knowledge and find any inconsistencies between experience and understanding. Yoon et al. explain that reflective observation requires the learner to take a step back from the occurrence and think deeply about what occurred, and analyse whether they can put it into context (157). Applying this strategy can help identify some aspects the learner did not initially understand during the encounter. For instance, a leaner might not fully understand why someone in a senior position is undertaking a certain duty instead of delegating (Barsalou 212). Reflective observation can help the learner understand why the manager needed to handle the task individually. 
	Reflecting on my placement experience at Marriot Hotel, I understand why the manager needed to take over the situation rather than immediately seek a replacement. Although looking for a replacement could have been easier, the hotel would have risked serving customers substandard food. Since the manager was experienced in the area and understood the restaurant customers’ expectations, they tried their best to meet those expectations to avoid disruptions in quality. Although they did not fully attain the quality, they offered services and guaranteed customer return. Initially, there were inconsistencies between my knowledge and understanding as I did not expect the manager to handle tasks meant for junior employees, but I later understood the necessity to ensure customer needs were met. Notably, the occurrence was rare, and the management understood the importance of sustaining quality irrespective of the situation the hotel was experiencing.
Abstract Conceptualisation
	The third stage builds from the reflective observation outcomes to determine what could have been changed for better outcomes. During abstract conceptualisation, the learner asks themselves what they could have done better or differently and how to improve the situation (Stewart 8). Primarily, the individual seeks to determine ways they can implement to deal with such a situation and develop strategies for adopting when faced with a similar situation. Notably, this is the first phase where the learner is required to consult other sources, including related literature, to enhance their understanding and gain new ideas on the topic (Kuk & John 152). Reflecting on the previous stage outcomes helps the learner develop a new idea or modify an existing abstract concept obtained from experience. The idea should apply to the scenario they experienced and other similar situations.
	Considering the situation experienced during my placement experience, the restaurant could have prepared itself for the situation where employees might quit suddenly. This process requires developing a framework for steps the management should take once an employee quits suddenly. First, the management should request the employee to conduct an exit interview as it can offer valuable insights into the tasks they are undertaking (Maranan 1080). This interview can also be conducted over the phone or through email. The management should then use the information from the exit interview to determine the most appropriate employee to handle the tasks before a new hire. After conducting an exit interview, the management should send a memo to announce the employee’s exit to ensure other workers adapt to the idea (Graves 333). The memo should incorporate a basic plan for the oncoming days before a new employee is hired and fully trained 
Active Experimentation
	The final stage in Kolb’s reflective model is active experimentation, which involves practising the newly acquired theoretical knowledge. The stage requires the learner to implement their reflections and thoughts concerning improvements into practice and try out the new strategies (Morris 1064). Since the reflections are usually theoretical, some may not work, but they offer a basis for the new cycle. Through active implementation, the learner develops their experiences, and they become new concrete experiences (Hulaikah et al. 870). Applying this stage, in my case, means implementing the developed framework in future placements or jobs. The strategy will help ensure that the organisation’s operations will not be stalled if an employee quits suddenly or is absent without prior notice. 
	My placement at Marriot Hotel Cardiff has enhanced my understanding of various management strategies to ensure continued operations even during employee shortages. Since the restaurant industry usually faces high employee turnover rates, having an effective framework to handle sudden resignations or absenteeism can help avoid quality issues. Using Kolb’s reflective model, this essay has depicted how my experience at Marriot Hotel can be used to develop a framework for avoiding adverse outcomes. The framework involves undertaking exit interviews and using the information to determine the most appropriate replacement. Applying this strategy in my future roles will help ensure business continuity at all times. 


Works Cited
Alam, Ashraf. “Mapping a sustainable future through conceptualisation of transformative learning framework, education for sustainable development, critical reflection, and responsible citizenship: An exploration of pedagogies for twenty-first century learning.” ECS Transactions, vol.107, no.1, 2022, pp.9827.
Azar, Ali Sorayyaei, Ahmad Albattat, and Azni Yati Kamaruddin. “The effectiveness of hospitality experiential learning from academic and industry perspectives.” Journal of Critical Reviews, vol.7, no.12, 2020, pp.296-301.
Barsalou, Lawrence W., Léo Dutriaux, and Christoph Scheepers. “Moving beyond the distinction between concrete and abstract concepts.” Philosophical Transactions of the Royal Society B Sciences, vol.373, no.1752, 2018, pp.201-244.
Graves, Charles Tait. “Preparing to quit: Employee competition versus corporate opportunity.” Berkeley J. Emp. & Lab. L, vol.41, 2020, pp.333.
Hulaikah, Mifta, I. Degeng, and F. Danardana Murwani. “The effect of experiential learning and adversity quotient on problem solving ability.” International Journal of Instruction 13.1 (2020): 869-884.
Kolb, Alice, and David Kolb. “Eight important things to know about the experiential learning cycle.” Australian Educational Leader, vol.40, no.3, 2018, pp.8-14.
Kuk, Hye-Su, and John D. Holst. “A dissection of experiential learning theory: Alternative approaches to reflection.” Adult Learning, vol.29, no.4, 2018, pp.150-157.
Liu, Pei-shun, and Xue-fang Wang. “Practice teaching design and implementation based on Kolb’s learning theory.” 2020 International Symposium on Educational Technology (ISET). IEEE, 2020.
Maranan Jr, Reynaldo B. “A review of literature on the effectiveness and applicability of exit interviews.” International Journal of Innovative Science and Research Technology, vol.7, no.3, 2022, pp.1079-1081.
Morris, Thomas Howard. “Experiential learning–a systematic review and revision of Kolb’s model.” Interactive Learning Environments, vol.28, no.8, 2020, pp.1064-1077.
Stewart, Martyn. “Understanding learning: Theories and critique.” University Teaching in Focus. Routledge, 2021, pp.3-28.
Wani, Prachi Hajare, and Nandkishor Sarode. “Challenge in the restaurant business.” Atithya: A Journal of Hospitality, vol.5, no.1, 2019, pp.43-46. 
Yoon, Haewon, Irene Scopelliti, and Carey K. Morewedge. “Decision making can be improved through observational learning.” Organisational Behavior and Human Decision Processes, vol.162, 2021 pp.155-188.
