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Part 1 : Reflective Supervisory Analysis Using Gibbs’ Cycle
Introduction
The purpose of this reflective analysis is to review the experience that I had while observing the Duty Manager in the Front Desk area of the Novotel City Centre for the duration of my placement. The front desk section of the Novotel City Centre hotel is within a very busy centre area of Cardiff where there are large amounts of  business travellers, families with children, and groups of people attending conferences. Many of these different types of guests were present at the same time. Initially, I was at the front desk as an observer however, shortly after beginning, I transitioned from simply being an observer and took on a much more active role by making up sofas when housekeeping staff members failed to do so also, verifying if rooms were ready for check-in to make available any additional sellable inventory and answering inquiries directly from guests. I will analyse how service quality theories, service recovery frameworks, and leadership models illustrated the difficulties involved in performing duties related to managing customer service. The experience I reflect on is comprised of different events, which happened within a short space of time over Easter holidays when the hotel was almost at full capacity with many families. The manager, had very valuable skills. During this time I shadowed her through various processes. 



Description
The first event took place when a guest stayed with their families in 5 booked rooms. The guest complained of a terrible Odor in one of their rooms. He explained to the Duty Manager that he had already informed housekeeping, however they were unable to rectify the problem. The Duty Manager quickly upgraded the guest to the hotels top suites. These suites provided balconies, two bathrooms and additional luxury items. She also offered complimentary breakfast for the guest’s whole party.  She chose not to involve the General Manager in this process. She assessed the situation, and based on her assessment she reacted. She accepted the financial implications associated with her actions. The second event occurred around the same time. There were no housekeeping personnel working the afternoon shift, yet there continued to be families arriving at the hotel requesting sofa beds. The Duty Manager and myself began going up and down stairs, carrying bedding and making beds in each guest room. Families were watching us make these beds. At one point the Duty Manager indicated to me that we had run low on standard bedding supplies. She instructed me to go look for extra duvet covers and pillows in some of the rooms that were not currently occupied. One of our colleagues who had never previously assembled a sofa bed was reluctant to do so. The Duty Manager requested that I assist her in demonstrating the process so that her colleague would have knowledge of how to assemble the sofa bed. Furthermore, I was tasked by the manager to check rooms for cleanliness and she can update that on the system to maximise profits.  
Feelings
At first, I was a nervous at the desk and I was observing the Manager’s performance with admiration. Then came the issue of the smelly room. I could feel a growing anxiety in my chest. I anticipated her to be defensive. To make an excuse. Perhaps offer a discount. And when she told him to come back later in the day so see what she can do. I was shocked by her decision. The sheer amount of money spent on one guest’s satisfaction scared me. I found making up sofa beds in guest rooms a little uncomfortable at first when kneeling on the carpet, smoothing out sheets while kids were watching TV, and attempting to act professionally in doing this task. But the Manager didn’t seem to notice anything strange about us working together. She chatted with guests/families, asked them about their journey etc. Her comfort and confidence helped eliminate my nervousness. I began to feel helpful, then proud. 
I was relieved that the manager took care of it. What if she wasn’t available? What if the guest had been upset? Those "thoughts" stayed with me. Furthermore Checking rooms for sellable inventory was different from cleaning rooms. It seemed strategic. Almost managerial. I appreciated being given a responsibility that directly affected revenue. It made me feel valued. 


Evaluation
Some of the advantages were that the Duty Manager's emotional consistency and ability to operate under pressure. She was able to remain calm in an emergency situation. Although the decision to upgrade was costly, her way of calculating long-term value for each guest versus short term costs indicated that she was using advanced thinking about customer service recovery. She also modelled servant leadership by working alongside me on the sofas rather than telling me what to do from behind a desk. When investigating why there were no linens available in the linen closet, she demonstrated careful reasoning (i.e., finding root causes as opposed to just putting a Band-Aid on the problem). I provided a reliable and valued contribution to the team through checking rooms, making the beds and demonstrating my understanding of how to perform various duties. There were however some things that didn't work out as planned. There was no housekeeping team on a busy day, which would have been an example of poor workforce planning since the Duty Manager had to take care of this personally. Furthermore, It took me two demonstrations to be able to successfully demonstrate the sofa bed process, therefore causing a delay in providing service. While the Duty Manager remained calm, at times. The Duty Manager ensured that everything ran smoothly during her time in attendance, however when she departed there were several queries not resolved appropriately and at least one query was left unresolved thereby increasing the workload on the remaining Team Member.
Analysis
During my placement there were many theories in practice that  i had no awareness of at that moment. The duty manager’s upgrade of the guest demonstrates the service recovery paradox, according to (McColl-Kennedy & Sparks (2003) for example, The guests who experienced an appropriate form of recovery will likely become even more loyal than those who never experienced issues. Therefore, her investment into a premium suite, along with providing free breakfast, was not just an expenditure but it represented an investment into the built-up trust. Furthermore, contemporary research indicates that the success of the recovery process depends upon speed, empowerment and the perception of the employee’s effort (Michel et al., 2009) All of these aspects were demonstrated within her response. Although the paradox assumed that recovery processes are exceptional, when repeated operational failures continue to occur, recovery loses its potential to restore the guest’s trust and is simply considered a form of standard compensation. There were many indicators throughout the weekend that suggested a fragile system existed across multiple departments of our hotel. These included a dirty room due to Housekeeping failure, a missing cleaning service and an untrained receptionist ,all of which indicated systemic weaknesses in our operational capabilities. The duty manager’s actions demonstrate adaptive leadership (Bass & Riggio, 2006). Also, According to situational leadership theory (Hersey & Blanchard, 1969), the duty manager should have adjusted her leadership style based on my current ability levels ,moving from directing (teaching me how to put up a sofa bed) to explaining (how she determined the cost to upgrade the suite) and ultimately to delegating.   The sofa bed example represents Job Demands-Resources Theory (Bakker & Demerouti, 2007). The high job demands placed upon employees during periods of peak occupancy (absence of Housekeeping services and expectation of family members) required additional resources to compensate. The duty manager used personal resources (her presence, her labour, and her emotional energy) instead of structural resources (providing additional employees, cross-training existing employees, utilising automated systems for scheduling). Utilising personal resources may be effective short-term but has negative consequences in terms of employee exhaustion over longer term. Researchers studying burnout within hospitality identify this same pattern: managers who absorb organisational failures personally exhaust both themselves and their employees (Karatepe, 2010). A more developed approach to supervision would include preventive resource allocation like, cross-training front desk employees in basic Housekeeping services, utilising scheduling software to and predict peak demand periods. The room-checking task demonstrated Revenue Management principles (Kimes, 2016). By having me verify the cleanliness of a room prior to releasing it, the duty manager applied optimisation management by maximising sellable inventory during peak demand periods.
Conclusion
Shadowing the Duty Manager showed me that supervising a team and providing quality guest services isn't always about making obvious decisions. Many times it's about small decision-making, or the ability to know how to make decisions in many situations at once. For instance, whether to upgrade a room, when to investigate something as opposed to just offering a solution/apology, etc.  or simply knowing when you need to get involved with guests and when you can allow your staff members to do their jobs. I have learned that I am willing to perform day-to-day duties of managing operations, however I lacked the confidence required to think strategically, to manage finances, and the emotional skills to effectively supervise. The theoretical models provided me with the words to describe my experience that I couldn’t before, they allowed me to see areas where I needed to develop further . I followed orders fairly well, but sometimes explained them poorly to the guests. To grow professionally and move forward as a leader, I will need to focus on transitioning from being merely reactive, into being proactive. The Duty Manager did an exceptional job. This is what I would like to accomplish if I become a supervisor.
Action Plan
To develop my ability as a supervisor. I will complete an online "Revenue Management" training program to better understand how to maximise profit via pricing , thus transitioning from an operational perspective to a financial one. Furthermore, I will participate in cross-departmental shadowing with Housekeeping and Maintenance departments to gain a broader understanding of the entire service delivery model rather than just my department's piece of it. I will continue studying Service Recovery through both Case Studies and real life situations so that I can establish my responses prior to facing a crisis situation.

Part 2 :Hotel Mentor feedback
Managing Guest Service Experience 
Please provide detailed feedback based on the student's Reception/Front Office, Housekeeping, Meetings/Events, Leisure Club, Sales, Human 
Resources, Finance, Revenue Management and Social Media / Communications experience at the Hotel. (Include one or more department as relevant)

Attention to detail: Did the student maintain high attention to detail standards? * 
Specifically not engaged with guest's face to face at the reception as of now
Time management and efficiency: Was the student able to complete Reception/Front Office, Housekeeping, Meetings/Events, 
Leisure Club, Sales, Human Resources, Finance, Revenue Management and Social Media / Communications tasks within the allocated 
time? * 
he does his tasks on time and regularly

Interaction with guests and handling special requests: Did the student show professionalism when dealing with guest requests or 
complaints? * 
He has been willing and motivated to person special VIP welcome requests.

Overall Feedback: Please provide specific feedback on the student’s performance in the Reception/Front Office, Housekeeping, 
Meetings/Events, Leisure Club, Sales, Human Resources, Finance, Revenue Management and Social Media / Communications 
departments as relevant. Please include comments on General and Supervisory experience * 
Marius is a hard worker and positive person. he can improve his people skills and communication to become better.
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How has the student contributed to your team and organisational goals? Please refer to the feedback provided above to offer the student a comprehensive and constructive evaluation that supports their reflection and personal development.

Marius has been involved with the team and reliable for service and completing tasks.

Part 3 : Academic Tutor Feedback
Time Management
Marius experienced a delayed start to his placement due to the hotel placement being postponed by two weeks. Despite this, he has since made progress in working towards completing the required hours and has currently achieved approximately half of the total placement requirement.
At present, Marius has completed around 80 hours, with a further 80 hours remaining. In order to successfully meet the placement requirements, he will need to take on additional shifts and maintain a consistent schedule moving forward. 
Marius has demonstrated flexibility in his working pattern, taking on a range of shifts across different days. This approach is particularly positive, as it allows him to experience a broader view of the hospitality industry and its varying demands.
While he has been actively attending placement since his start date, Marius has missed a small number of shifts during the placement. Increasing his hours will be essential to ensure timely completion of the placement. Improving reliability and ensuring attendance at all scheduled shifts will be important as he works towards completing his remaining hours.

From a tutor’s perspective, Marius has attended all scheduled meetings and remained engaged throughout. Moving forward, careful planning of his remaining time and commitment to additional shifts will be key to successfully completing the placement.

Communication
Marius has communicated in a highly effective and professional manner throughout the placement. He has attended all meetings, engaged fully in discussions, and consistently demonstrated a strong level of preparation.
A particularly positive aspect of Marius’ communication is his approach to academic engagement. He has come to meetings with detailed and specific questions regarding his assignment, showing a clear commitment to producing high-quality work. This level of preparation and depth of questioning reflects a serious and proactive attitude towards his studies.
Within the workplace, Marius has continued to build on his previous experience, particularly in Food & Beverage. His prior knowledge from Level 5, including familiarity with systems such as tablets, has supported his confidence and ability to communicate effectively within the team.
Looking ahead, maintaining this high level of engagement and communication will continue to support both his academic success and professional development.

Behaviour
Marius has demonstrated a positive and adaptable attitude throughout his placement. Despite the delayed start, he appears to have integrated well into the working environment and has shown a willingness to learn and develop his skills further.
He has embraced a varied working schedule, which highlights a strong level of flexibility and commitment to gaining a wide range of experience. This approach has allowed him to better understand the pace and demands of the Level 6 placement, which he has recognised as being significantly busier than his previous placement.

Marius’ ability to reflect on the differences between Level 5 and Level 6 demonstrates growing awareness of industry expectations.
Moving forward, maintaining this positive attitude while improving reliability in attending scheduled shifts will further strengthen his professional behaviour.


Problem-Solving
Marius has demonstrated good problem-solving abilities during his placement, particularly by applying knowledge and skills developed during Level 5. 
This ability to transfer skills across placements is a strong indicator of his development.
In discussions, Marius has shown initiative by asking detailed and relevant questions, which has helped him clarify expectations and improve his academic work. This proactive approach reflects a willingness to take responsibility for his own learning.
Looking ahead, continuing to build confidence in unfamiliar situations and seeking opportunities to gain experience in additional departments will further enhance his problem-solving skills.
Marius should now focus on completing his remaining placement hours by taking on additional shifts in other areas. By maintaining his current level of engagement and building on his existing strengths, he will be well positioned to successfully complete the placement and continue developing within the hospitality industry.
Part 4: Reflection on Hotel and Academic Tutor Feedback
My reflection will analyse feedback from my Hotel mentor and Placement Tutor as it relates to my guest service operation (Novotel City Centre). The Hotel mentor was able to assess all aspects of my role (receptionist/housekeeper/guest interaction) while the placement tutor assessed my overall engagement with the placement, my time management skills and my professional development. In general, feedback is important to us since very few of us have an objective view of ourselves. We are aware of our intent, however, our "impact" is viewed by others. When looking at this external perspective of how you perceive yourself versus how you were perceived by others, you are able to separate your intention and actions. Furthermore, this is a good indication if i am developing a supervisory skills required for a manager in hospitality. Overall, this reflective process links my own learning to established literature related to managing the guest experience, leading through services and developing professionally within hospitality. My Hotel Mentor reported that he has observed both strengths and weaknesses in me. In terms of strengths, I have been described by him as a "hard working positive person", who "always completes his duties on time and always does them". He stated I was "dependable for service & task completion" and indicated I had the will to fulfil any special VIP welcoming requests.  The mentor's comments suggest I was "a part of the team," indicating I was involved socially and operationally. However, the Mentor also indicated there are considerable areas of opportunity. Specifically, he stated "at this moment he isn't engaged (with) our guests personally at the front desk."  This represents a significant challenge for guest service operations. Although I want to be and have shown motivation toward VIP requests, I generally do not interact sufficiently enough with other guests.  Therefore, the final piece of advice from my mentor, "He can improve his people skills & communications to get better" indicates the primary area where I need improvement. My Placement Tutor stated that I communicate effectively and professionally. I asked detailed questions at each meeting, and I showed a serious and proactive approach. The tutor praised me for being flexible as well as having the ability to see and note the differences between Level 5 and Level 6 placement experiences. The tutor felt that my problem solving is good, especially when relating to transferring skills based on prior experience. Time management/Reliability is an area that I need to improve upon. I missed one week of my shifts . The tutor recommends that I make myself reliable, plan out carefully, and take additional shifts in other areas so that I can gain even more experience. Both of these feedbacks have described my work ethic, positive disposition and reliability in completing all required tasks as their shared strength. These are the building blocks I will use going forward. Each assessment describes different areas where I need to grow as an employee.  The Placement Tutor identified two main areas where I can improve on, which is attendance and hours worked during scheduled times. The unique perspective of the Hotel Mentor was that having technical skills and willing to learn does not automatically create a genuine interaction with guests. The placement tutor created a new perspective by stating that one's academic engagement must be consistent with their performance at work. Overall, both evaluations painted a picture of someone who strives to do well but has not developed the ability to maintain consistent relationships with guests or maintaining a schedule.
I have gained insight into how I perceive myself within the target of providing guest service. Before this experience I thought that if you are capable of performing your job duties successfully and willing to complete all requested items that this will be sufficient. The Hotel Mentor commented that "you weren't engaging with guests directly." This caused me to realise that the provision of guest service is not simply based upon completing the occasional request for a guest. It is based upon establishing an  level of comfort with each individual guest as they approach the front desk. I recall sitting at the front desk and viewing the Duty Manager interact so comfortably with guests. Her ability to find common ground with guests, inquire as to their journey, provide restaurant recommendations was impressive. At the time I thought I was gaining knowledge from simply observing. However, the mentor recognised that while I had a physical presence behind the counter, I was absent in terms of connecting with guests. As a result of this, I connected to (Hochschild’s, 1983) theory regarding emotional labour. Providing excellent guest service does require both functional and emotional performances. Not only must an associate demonstrate warmth, interest and care toward each guest approaching the front desk, regardless of whether the associate may be fatigued or distracted. While I recognise many of the skills showed by the Duty Manager, I have not yet developed them. Research conducted by (Bolton & Boyd, 2003) demonstrates that in the context of hospitality, most associates develop these skills through observation and practice rather than formal instruction.  The  Furthermore, the feedback provided me with new insights regarding my definition of "supervisory identity." Prior to this experience, I believed that having greater technical knowledge, being required to take on additional responsibilities and being responsible for more areas would qualify me as a supervisor. Now I understand that being a supervisor means being  available when issues arise and gaining trust from guests. The Duty Manager did not rise through the ranks of management because she knew the systems better but, she rose to leadership positions because she became the person everyone could count on when challenges arose. Based upon this feedback, the first action will be practicing guest interaction deliberately. I am going to create a personal objective of starting conversations with each and every guest I meet at reception. I would like to initiate those conversations by simply asking them something real and honest about their experience at our Hotel. In addition to asking guests a question, I also want to develop an ability to recognize and replicate the Duty Managers' methods such as: maintaining eye contact and being relaxed and open. Developing these interactional competencies (Goffman, 1959) will help me build the skills required to enhance the performance.
Furthermore, I intend to take formal communication skills training. I plan to register for a short-course or workshop on communication for hospitality. The primary areas of focus will include, active listening, recognizing non-verbal cues and understanding conversational flow. When the Hotel Mentor told me I needed to “work on my people skills,” he was essentially saying I need structure, not just good intentions. Also, I will involve shadowing employees who are in departments other than Guest Service. As my Tutor has previously suggested, I would like to ask if I can have shifts in either the Sales department or Revenue Management. By working in both of these departments I hope to understand better how providing exceptional customer service relates financially. Additionally, I believe this will give me greater insight into the cross-functional nature of many supervisory positions. This action plan will ultimately assist me in achieving my long-term objectives. It was difficult reflecting on that feedback. However, it has certainly helped clarify things for me. I have found out I am very good at completing tasks, but not as good at showing up for either my guests or to the schedule. I know that wanting (willingness) is just the first step into providing service. The Hotel Mentor and Placement Tutor, each in their own way, challenged me to mature as an employee, from being a young talented trainee to becoming a dependable employee. There are many studies today regarding how managers should manage guest experiences. Each study states the same thing, which is service quality is created by two equally important aspects. The emotional connection you make with your guests and also operational consistency.
Part 5 
Part 6
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