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[bookmark: _Toc167431458]Wynyard Hall Hotel Group
[bookmark: _Toc167431459]Introduction:
Wynyard Hall Hotel’s Food and Beverage is comprised of numerous restaurants, bars, lounges that cater to a wide range of guest demands The Wynyard Hall Hotels (2024). “This allows us to deliver an optimized and frictionless dining experience to our guests,” the post read. Be it a casual breakfast in the cafe, or a business lunch meeting in bistro, dining at the Glass House caters to celebrating all occasions. The F&B department makes every effort to provide an exceptional service and is equipped with a well-developed menu system. (Wynyard Hall Hotels., n.d). Moreover, Wynyard Hall Hotel also has specialty restaurants that offer local or intercontinental foods giving the guests something more to relish. Guests can relax in bars or lounges with the best  handcrafted cocktails and premium offerings paired with light bites.
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[bookmark: _Toc167431461]Experience of Shadowing a Supervisory Position
 During my placement in Wynyard Hall Hotel Group’s Front Office, I was able to do a week of shadowing with the Duty Manager, Andrew. This hands-on experience gave me an opportunity to observe and understand his day-to-day workings including staff briefings, taking team meetings; handling guest queries at the reception and even actively participating in resolving guest relations issues. Observing Andrew handle unpredictable scenarios, manage his time efficiently and delegating workload was educational as it highlighted the intricacies of supervising.
This experience also helped me to understand that a supervisory role involves both work-based skills and technical knowledge. In addition to learning a great deal about the actual guest service. I also found that it was important for me to familiarise myself with software such as property management and reservation systems. Furthermore, strong technical knowledge was demonstrated in Andrew’s capability to troubleshoot and navigate billing procedures with relative ease (Castel & Almeida, 2018). Additionally, his collected nature and the ability to use logical thinking in challenging circumstances portrayed how problem-solving abilities are crucial when faced with challenges (Morrison, 2016).
[bookmark: _Toc167431462]Impact on Understanding Key Skills 
I believe my prior role as a Guest Service Representative not only strengthened great guest service capabilities, but also helped enhance valuable communication and interpersonal skills. Strategic leadership theories which I had been taught in my academic studies were bought to life when assisting Andrew in his day to day role “(Singh and DeLone, 2019). This mixture of actuality and theoretical instinct, I was able to realise the subtleties of such a position in terms of the Front Office.
By shadowing the duty manager, I have also gained insight into how imperative communication is in a supervisory role, as well as learned more around this crucial aspect. It taught me firsthand, the value of setting expectations with employees, keeping them up-to-date as changes in shifts occur, and listening to issues from guests. It was evident that Andrew’s delegation,  coordination with other departments like housekeeping or reservation department and problem solving skills strengthened the concept of cooperation (Hjalager, 2018).  Strong interpersonal skills are crucial in a supervisory capacity, as demonstrated by his ability to remain composed and professional even in the face of difficult visitor interactions.
[bookmark: _Toc167431463]Critical Analysis of Work-Based Skills and Technical Knowledge 
[bookmark: _Toc167431464]Importance of Work-Based Skills and Technical Knowledge 
Success in hotel administration requires a strong work ethic. Time management, problem-solving, collaboration and communication (Cassi & De Cieri, 2019). Cooperation ensures that departmental functioning is smooth and effective communication fosters trust with clients as well as colleagues. Staff who can problem solve and use their time efficiently are well equipped to handle the curveballs of circumstances and guest issues which ensure that the administrative tasks are completed on due dates.
Technical expertise related to hotel operations is also crucial. This includes knowledge of revenue management, property management systems, reservation procedures and guest service standards (Yildiz, 2018). To avoid overbooking or misleading guests, it is important to familiarise yourself with the reservation procedure. This ensures excellent customer service which delivers the Wynyard Hall brand standards consistently, and revenue management is where maximization of room rates sold, achieved (Wynyard Hall Hotel Group, 2023).
[bookmark: _Toc167431465]Specific Skills and Knowledge Encountered
[bookmark: _Toc167431466]Examples from Shadowing Experience: 
I saw first-hand how impactful work-based skills are in the real working world when I shadowed at a Wynyard Hall hotel. The duty manager was an exceptional communicator — they were able to deliver clear instructions between the staff, listened attentively to all guest concerns and responded empathically. The numerous heads of department worked in collaboration to coordinate the schedule and ensured a wonderful teamwork between guests.
Technical expertise was also very important. The manager is an expert in dealing with hotel technicalities and guest billing queries. Proficiently handling the precise step-by-step knowledge of booking protocols also made sure that no overbooking took place and resulted in a correct confirmation. Moreover, the manager also demonstrated a good knowledge of revenue management principles since she adjusted room rates according to demand so that hotel could maximize its income. This and their adherence to Wynyard Hall’s guest service principles in areas like speedy check-in control, assured visitor refreshment all contributed vitally toward great customer experience.
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[bookmark: _Toc167431468]Identification of an Organisational Issue 
Throughout my shadowing experience at the Wynyard Hall hotel, I noticed a breakdown in communication between the housekeeping and front desk employees. This led to inconsistent cleaning of the rooms and disgruntled guests.
[bookmark: _Toc167431469]Impact of the Issue 
The department performance and the guest service were badly affected due to this gap in communication resulting in complaints from guests. Incomplete cleaning tasks or inability to fulfill any of the related requests made by guests result in complete loss of revenue. Front desk employees were also affected through a reduction in their efficiency by spending more time handling complaints from the guests.
[bookmark: _Toc167431470]Possible Solutions and Theoretical Reinforcement 
Communication could be improved using a digital task management and information sharing system (Morgan & Pike, 2014). This would have allowed the housekeeping staff to know, in real-time, which guest had asked for what and how many rooms or floors were occupied. To enhance the flow of communication even more, briefings by departments regarding visitors’ requirements and special needs should be organized from time to time.
Teamwork is enabled through effective communication. (McLeod et al., 2017) Improved communication fosters a culture of collaboration that also ensures information sharing and enhances the functionality among departments. This service philosophy is well- aligned with the philosophy of services advertised by Wynyard Hall: to always exceed one’s expectations and to ensure their satisfaction.
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[bookmark: _Toc167431472]Areas for Improvement in Work-Based Skills and Technical Knowledge
This experience allowed me to realize the areas in which further expertise can be gained such as my technical knowledge about revenue management and communication. While I witnessed great communication skills, my active listening could still be improved to better understand the demands of visitors (Cassi & De Cieri, 2019). In addition, more insightful understanding in the context of revenue management practices and principles would be likely to help me achieve better performance when it comes to improving hotel profitability (Yildiz, 2018).
[bookmark: _Toc167431473]Specific Steps and Strategies for Improvement 
During role-playing exercises that focus on active listening where I will voluntarily participate, I am prepared to be fully engaged and provide relevant background information. Secondly, I will enroll in online classes concerning management of revenue on the system that best suits Wynyard Hall Hotel Group Academy’s brand standards since they are accessible. 
I am hopeful that undertaking these activities will assist me in growing into an exceptional communicator and revenue managing hotel administrator. Those core values of the Wynyard Hall service philosophy entail guest satisfaction, and hotel profitability which I could improve on or continue to uphold my contributions while functioning more effectively as a member of a team by enhancing these skills (Wynyard Hall Hotel Group, 2023).


[bookmark: _Toc167431474]Conclusion:
In conclusion, shadowing the Duty Manager at Wynyard Hall has been instrumental in enlightening on what is needed for one to assume a supervisory role in hotel management. I have witnessed the importance of effective communication, teamwork and problem solving in action to deliver outstanding guest/client service combined with efficiency. At the same time, my critical areas of personal and professional improvement that also should be paid attention are organizational communication issues in forming a syllabus or other managerial decisions and technical proficiency in revenue management through active listening. Extending this skill development would help me to be more efficient for the Wynyard Hall service philosophy and thus make my career in the hospitality prosper. 
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