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[bookmark: _Toc167056887]Introduction
In this learning log, I will reflect on my experience of shadowing a supervisor of the Leisure Club department at Delta Hotels by Marriott. Firstly, I focus on the profound significance of practical skills and technical knowledge in meeting guest expectations. Second, I discuss some key aspects observed during the work experience. Then, I do a critical analysis of organizational issues. At last, the article closes by presenting courses of action towards individual and professional transformation.


[bookmark: _Toc167056888]Section 1: Reflection on Experience and Personal Development
Shadowing a Supervisory Position (Description): At the Delta Hotels by Marriott company, I had the opportunity to work under the supervision of the leisure club department’s supervisor Mr. Leam Evan. It equipped me, practically, with the importance of work-based skills and technical knowledge required to deliver customer service excellence.
Importance of Work-based Skills (Feeling): In the beginning, I had a combination of thrilling and nervous sentiments. Eagerness to acquire practical skills and anxiety that it might interfere with the supervisor's workflow is prominent. Nevertheless, my supervisor was prompt and friendly and never did it cross my mind that I was not a full-time employee or customer. This is one of the skills in the workplace I also needed to comprehend. This finding correlates with an effective work attitude, where professionalism is the ultimate priority (Lee, 2014).
Impact on Personal and Vocational Development (Evaluation): The supervisor's communication skills impressed me the most. He was not only responsive to guests’ queries but also showed empathy by asking an open-ended questioning and body language that symbolizes empathy. Instancing, a guest, who was a bit disappointed about the long wait time at the pool for the towels, the supervisor actively listened, nodded, and made eye contact. This is exactly what was discussed by (Jani and Han 2014) who underscored the role of empathetic communication in having good guest' relationships. This situation taught me how quick a listener can be and what body language during the conversations makes the guest want to come back. 
Integrating Learning into Guest Services (Analysis): The showcase of the manager's efficient communication created a trustful atmosphere and led to the swift solution of guest problems. 'The towel incident’ taught me how to tailor an apology for the inconvenience by offering alternatives such as having a lemonade special at Delta Hotel during the wait for the towel. This was part of the guest-centric 'service recovery' focus that emphasizes listening to guest concerns and offering resolutions to restore satisfaction levels (Smith, Bolton and Wagner, 2019). This way, the service recovery concept was shown by greeting clientele’s issues and providing exciting alternatives, an essential part of guest satisfaction (Smith, Bolton and Wagner, 2019). 

Continuous Development and Application (Conclusion): The evidence of communication being effective clearly expressed to me the importance of such communication in guest services. I realised that communication was not only about the amount of information and space for the guests but also about engaging the guests and building rapport with them.
[bookmark: _Toc167056889]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Problem-solving skills: The supervisor was a master at resolving guests' complaints because he always stayed cool and calm while finding solutions promptly. This goes in line with Bitner, Booms and Tetreault (2020) who state that problem-solving skills are crucial during service recovery situations. In the case of service recovery, the customers’ feedback is responded to promptly and effectively for complaints or dissatisfaction, with offering solutions to keep up with customer satisfaction and trust.
Technical knowledge: The supervisor provided guests and employees with exact information and created a safe and remarkable environment. The role of a supervisor in ensuring that guests and staff get detailed information puts the required soft skills and technical concepts into a practical context. The competency in the management of knowledge models informed decision-making, and leadership skills are used in the team's performance as a model for excellence (Bitner, Booms and Tetreault, 2020). 
Adaptability: The manager demonstrated the ability to adapt by appropriately shifting to changing guest's needs and unplanned events. Hence, the person in power facing such a situation in the case of an overcrowded function room at the busiest weekend, when a group of guests unexpectedly exceeds the number of persons, the supervisor thought quickly and identified additional space with the assistance of staff to make it possible for all people to participate in the intended fitness class. Thus, the notion of emotional intelligence which entails managing one's emotions and adapting in the workplace is consistent with it (Lam, Cheung and Lugosi, 2020). The attitude of the supervisor provides a clear example of a very high level of emotional intelligence and in this context, it embraces an important component of emotional intelligence: adaptability (Lam, Cheung and Lugosi, 2020).
[bookmark: _Toc167056890]Section 3: Reflection on Organisational Issues
[bookmark: _Toc167056891]Identified Organisational Issue
One incident, in particular, could have harmed the performance of the department of the Leisure Club. It happened because of the miscommunication between staff and visitors about the timetable of activities. Visitors continually came for themed events, which were often rescheduled at the last minute due to unpredictable circumstances. As a result, they felt dissatisfied and discomfort, which, in turn, resulted in a negative perception of their overall experience.
[bookmark: _Toc167056892]Impact on Department's Performance and Guest Service
Inefficiencies in communication between employees and visitors slow down operational efficiency and in turn cause guest discontent. It can cause the loss of guests’ valuable time, failure to attend the right activities as well as a sense of incompetence as a result of the lack of hands-on knowledge (Bitner, 2022). 
[bookmark: _Toc167056893]Suggested Solutions
Improved Internal Communication: Centralizing all communication channels using a staff messaging app will allow for the update of activity cancellations or changes to be dispensed to all staff members in real time (Timothy and Teye, 2019).
Enhanced Guest Communication: The digital signage in the Leisure Club area or Apple touch system for activity notification will ensure that guests are given all the necessary information at hand as they need it (O’Fallon and Rutherford, 2020).
[bookmark: _Toc167056894]Utilization of Relevant Theories
Social Penetration Theory: sharing information and being transparent creates trust between guests and employees (Ayres, 2019). Proposed solutions by allowing information to circulate inspire the guests’ trust thus, the experience will be of a superior quality.
SERVQUAL Model: Delineate tangibles as a paramount facet of service quality (Saleh and Ryan ,2021). Advertisement of digital signage and the functionality of mobile notifications aid in providing customers with concrete means of obtaining relevant information. In this way, the level of service quality in their view is improved.
[bookmark: _Toc167056895]Section 4: Future Action Plan
[bookmark: _Toc167056896]Identified Areas for Improvement
I realized my shortcomings as well as the focal points of improvement which I needed to work on through my placement at Delta Hotels by Marriott. Although I have a talent for communication in a teamwork environment, I lack experience in conflict resolution within that setting. Besides this, though, I have a general idea of how guest service works, there is the technical aspect of club operations which I had no idea about. 
[bookmark: _Toc167056897]Strategies for Improvement
Conflict Resolution: To boost my conflict resolution skills I will take part in online courses or role-plays centred on listening, being assertive, finding common ground, etc. As I gain experience handling interpersonal conflicts, a team will be able to find better solutions quickly. This will further help to foster an atmosphere of belonging and productivity within the team (Nan, 2020).
Technical Knowledge Enhancement: To know the Leisure Club thoroughly, I will look at any chance to follow other roles within the division beyond where I currently spend most of my time during my placement. 






[bookmark: _Toc167056898]Conclusion
This experience has made me better understand myself and some of the things I need to improve upon as well as being able to come up with strategies that will make conflict resolution easier and also improve my knowledge on technical issues. Evidence of such initiatives is my stretch of intent to streamline with the hotel management career field to ensure my ability to deliver in such organizational setups and to serve the rising clientele in the best way possible.
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