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SECTION 1 	REFLECTIVE ESSAY
1.0	INTRODUCTION
I have been promoted from Front Office Manager to Rooms Division Manager, a role which demands more responsibilities towards the team, the guests and the resort. Now it is crucial to step back and analyse my personal development growth, being productive in leading the team and long term decision making is of crucial importance. This reflective thinking has helped me understand and analyse my learning needs. Neil Fleming, Myers Briggs, Honey and Mumford learning style and John Maxwell methods, have been excellent guidance for me to develop my skills, understand my needs and broaden my knowledge. My goals are two fold; (1) I aim to learn how to share my knowledge and inspire confidence as a leader and (2) I would like to develop myself to be able to participate in higher level decision making.
1.1	HOW TO REACH MY GOALS?
I have a natural ability to evaluate situations and adjust my style of work with others. I am passionate devoting my skills to others to contribute to the success of the organization. My aim is to be able to share my knowledge with my peers and colleagues, so as they are more confident when dealing with challenging situations. 
Helping to build self-confidence in the team, be more optimist and that they react positively to different situations. This will lead to genuine, warmth and pleasant working atmosphere throughout.
Creating a pleasant working atmosphere with the team leads to a positive mind-set and a trusting work environment, as per Aubé C., Rousseau V., Brunelle E, Marques D., (2018). Empowering the team will allow me the freedom to focus on higher level decisions that will bring about improvement and innovation.  While I aim to deepen my understanding of strategic thinking, I slowly need to move away from a purely operational to a mixed mind frame.  I will need to have a global view of the hotel instead of focusing on one area. For that, I intend to devote time to researching and self-learning as a complement to this course. 
1.2	PERSONAL REFLECTIVE ANALYSIS
Firstly, I needed to do a personal reflection on my career path. Starting as a Receptionist in 2002, I was the only female who stood out to do night receptionist, this shift was being done by male only. Eventually, I did this shift for a year after which I was promoted to front office supervisor. I learnt how to deliver training, how to ensure that procedures in place are duly respected and how to effectively handle guest’s situations which proved to be beneficial for my career growth. I was promoted to Assistant Guests Relation Manager in 2005. 
In2005 till 2007 my personal life changed drastically, married in 2005, 2006 1st child and 2nd child 2007. Within those 3 years, I realized my passion for my work, because there has not been a single day where my work has been an obstacle for my personal life. 
I learnt how to plan, organize and deliver on exceptional wedding experiences for the guests. This involves a lot of communication with the other departments. I also developed my marketing and financial skills.
In 2008, I was promoted to Guests Relation Manager until 2012. In year 2008, something very personal struck me and this made me become even more optimistic and positive person. My ability to understand people, read emotions and understand the unsaid has helped me resolve, analyze and take strategic decisions for the betterment of the team as well as guests. Refer to appendix 5 Company Moments, which is our company internal newspaper sharing accomplishment of the resort and the team members.
In 2012, I was promoted to Assistant Front Office Manager, and 2014 to Front Office Manager. This involved a new set of skills requirements such as budgeting, empowering, training and decision making. With all experience and knowledge, I maintain consistency and stability within my department ensuring the best result is being delivered at all time. I enjoy being a mentor and grow the team, by confidently sharing my knowledge.
In November 2017, I was promoted to Rooms Division Manager, which entails much more responsibility and decision making, where I am also in charge of the Housekeeping department along with the Front Office Department.
2.0	MY GOALS
2.1 	SHARE MY KNOWLEDGE AND INSPIRE CONFIDENCE AS A LEADER
Following my personal development plan, the below improvement areas / gaps were identified, along with the actions needed to close or reduce the latter.
2.1.1 Learn the complexity of the Housekeeping Team
Following the above analysis of myself, I have come to the conclusion that I need to empower more the Front Office team and expand my knowledge in the Housekeeping department and also have a better monitoring and planning system.
Having a strong Front Office background and knowing all the pros and cons of the Front Office department, I cannot say the same of the Housekeeping department. Following my leadership assessment test from John Maxwell titled “Discovering Your Authentic Leadership Style”, according to Maxwell J. (2013),  I am an Adaptor and I do recon that, I have  very strong communication skills, good influencer and work very well in group, giving everyone the opportunity to express themselves and helping people around me to feel valued. Appendix 7
To be able to guide and lead confidently in my current role as Room Division Manager I need to improve communication with the Executive Housekeeper and better shadow him. My Executive Housekeeper is a Theorist according to Honey P. & Mumford A. (1982) Learning style! He is very methodical and very structured and like to have facts. 
I scheduled one to one meetings with the Executive Housekeeper on a weekly basis, where I seize the opportunity to assist him and the team, share information and share understanding in a productive way. I put emphasis on his learning style when communicating. I give specific goals and objectives with a time frame that we review on our weekly meeting. 
Since I started to do same we communicate more and support each other. When I am faced with challenges, I use the help of my mentor Raj Reedoy, General Manager of Salt of Palmar, who has a housekeeping background and knows the pros and cons of the Housekeeping department.
Our Financial controller has also been of very valuable help in providing clear information on where we stand in regards of the whole Rooms Division department, Housekeeping and Front Office, which helps me have a clearer picture of where we stand.
2.1.2 Ability to define and develop high potentials within the department 
To be able to define and give opportunity to grow the team: understand their training needs, provide assistance and learning opportunities. To assess team on a regular basis and plan for their growth, it is important for me to understand how to share my strength of motivation and find the right person to help me empowering the team. 
My Quality Assurance Manager who following her Honey and Mumford learning style falls in both Reflector and Theorists, is actually the ideal person coaching me, so as I can develop my personal monitoring system.
[bookmark: _GoBack]We started by building up more on my strength, to confidently develop intrinsic motivation with managers and supervisors. I have worked on a presentation which is about positive attitude at work which I share with colleagues in order to develop more of intrinsic motivation. Refer to powerpoint presentation.
Hence, team are motivated and we move forward pursuing common goals. To empower them, I started sharing the yearly and monthly budget, as well as guests’ satisfaction index on all social media’s and ‘Review Pro’, which is a guests’ satisfaction index, with the Managers and Supervisors of the Front office team and the Executive Housekeeper as well as Housekeeping supervisors.
We have weekly overview and instead of putting my ideas upfront, I let the team open up and share their different ways which can eventually be put in place to attain our common target. We have open discussion and strategy to implement and deliver. 
2.2	SELF-DEVELOPMENT TO PARTICIPATE IN HIGHER LEVEL DECISION MAKING
2.2.1	UNDERSTANDING SERVICE MEASURES AND METRICS IN THE WORKPLACE
To be able to lead confidently cost vs. revenue, guests satisfaction survey, team member survey, achievement of set targets, respect of deadlines.
I started by segregating my long term target into daily actions by involving the Front Office Manager and the Executive Housekeeper in decisions making and SMART actions. Once the ideas been jointly agreed and concluded, the ideas are being actioned daily to my subordinates and I conduct weekly meeting with the Executive Housekeeper and the Front Office Manager, where we discuss about below points: Our achievement so far, what are the challenges and find constructive solutions and monitor results following changes made.
Also planned to catch up once a week with the Maintenance Manager, where we focus on Room Prevention and have a structured rooms planning which is directly related to hotel room occupancy.
Should the team be faced with a difficult situation, instead of jumping in and solving the issues, I ask them first what they think would be the ideal solution, I share my point of view and empower the team to take the appropriate solution.
If I foresee an area, which I usually look at and I want to delegate same to the managers and supervisors. I explain to them the importance, I empower and give them the adequate tools. To ensure that the team has fully grabs and understood. I often inquire and asked open questions, rather than stepping in and doing it myself. For example: The Weekly Newsletter, Weekly report and follow up on daily guest’s request and incident forms are now being performed by the supervisors and managers and I oversee the work.
To build up confidence within the Housekeeping Team I spend at least 1 hour roaming around the housekeeping areas, such as the laundry, on the floor, inspecting rooms and be curious, asking lots of questions. When I see eventual mistake, disdain from a team, I ask questions as if I am someone new that does not know how it works. Eventually I get the team to recognize mistake and to work on it to attain a level of satisfaction. Doing such, I get the team to redo the task, without feeling imposed and happily deliver a good work. I noticed that the team knows exactly their scope of work and often they chose to cut short on a few things. I eventually present to them the impact that this simple error can have on the guests and company.
2.2.2	UNDERSTANDING SHORT TERM & LONG TERM BUSINESS STRATEGY
As a Rooms Division Manager, it is also very important for me to understand more the revenue statistics and learn to have long term planning to achieve set goals.  
After having done my Myers Briggs personality test as per the Myers B. (1940) theory of psychological types, I acknowledge that I am eventually an “ENFP” please see appendix 6. I understand that I am a person that does not like to have too many bureaucratic structures and is not necessary passionate about lengthy figures and accountancy. However, it is very important to understand long term business strategy and to be able to fully grasp the hotel objectives and know successfully how to empower my team to achieve the set objectives.
I spent some time with our financial controller, who explained figures and accounting principles: revenue is all that matters in the head of a financial controller. For me, I needed to find a balance between guest’s satisfactions, team members and ensuring budgets are met.
I have to explore and do research to be able to stimulate ideas for me to move from the ‘implementing’ to the ‘creating’.  To be able to find this quality time; planning, delegating and empowering my subordinates is of a sense.
2.2.3	CLEAR UNDERSTANDING OF STATISTICS AND FINANCIAL RESULTS
To be revenue driven, also confidently submit financial budget, to be able to seize revenue opportunities and be fully aware of all operational cost involved in the process. Understand and fully grasp the hotel objectives and know successfully how to empower my team to achieve the objectives.
Expanding my knowledge in the Housekeeping department was my first step. Now I need to confidently propose long term solutions to enhance the budget of the company, with valuable SMART actions and analysis. 
I recognize that a business study course would be ideal for my personal growth. However, the next batch for Business Study will be by October 2019. In the meantime, our Financial Controller, Mr. Patrick Juliette who have been in the industry for more than 25 years is keen to be my mentor in helping me reaching my goals.  
We planned to spend more time together in analyzing figures and proper understanding of our EBITA and as we have been stagnant for 2 years in a row, I feel that if I understand the company big picture, I might learn on how to push on a level more or at least, not to go downward on our EBITA.
During my career path, I have grown by experiences, senses, examples, cases, trials and errors. However, moving forward, I will have to be more cautious as it cannot be too much of trial and error. From my VARK study, according to Fleming & Mills, (1992), being an “AK learner” (Aural and Kinesis Strategies) I understood that my preferred learning is more of listening, talking, questioning and discussing, thus, spending quality time with the Financial Controller will give me a boost of confidence. Understand what has not work in the past, analyze different scenarios and focus on different strategies, contribute in creative ideas to new project and build a trusting affiliation.
To start with, I learn to analyze different revenue driven outlets and study them closely. Organize brainstorming session with my key managers and supervisors. Create a synergy between the Housekeeping department and the Front office department as well as the Maintenance team. Find innovative ways to enhance revenue and stimulate the Front Office Manager, Executive Housekeeper, Kids & Teens Club Manager and the team to adhere to the new process implemented.
Learn to assist and monitor the expenses and expenditures of all Rooms division department. Have a monthly review of overall performance and guidance to develop revenue opportunities and minimize costs.
For being a spontaneous person, I tend to fall in the last minute actions, though this is also one of my strength being an “Activist” as per my Honey and Mumford personality test. However, being a bit more structured and creating my own system of monitoring will help me to be more productive.
3.0 	CONCLUSION
To conclude, following all the attributions of my personal development plan, I am convinced to enhance my personal growth and be a great leader; contributes in value-added decision making for long and short term with senior management. If I am at this position today it is not solely because of my willpower. The people that surrounds me plays a crucial role; from my General Manager who is constantly pushing my limit to a very supporting team. While I continue to learn and grow, I will ensure that people grow along with me by sharing my knowledge. 
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SECTION 2 	APPENDIX

1	CURRICULUM VITEA

PERSONAL DETAILS
SURNAME		Malloo 
NAME			Marie Sheila
ADDRESS		Dr. Edward Street, Curepipe
TELEPHONE		Mobile: 59191739
			Work: 4022000
E-MAIL			sheila.malloo@luxbellemare.com
LANGUAGES		Fluent in English and French 


PROFILE	Have an extensive experience of 20 years in the Hotel Industry. I have developed strong leadership capabilities and excellent organizational and time management skills. I am energetic with the ability to encourage the team to provide outstanding customer service and to lead by example. Always maintain a friendly, respectful attitude towards the guests and team members even when dealing with complaints or issues that create a stressful environment. 
I have acquired analytical and communication skills, helping me in any complex situations with guests and team. Can easily deal with last minute changes and daily unforeseen situations to ensure smooth running of the operations.  

EXPERIENCE	
October 2017 		Room Divisions Manager
Present			LUX* Belle Mare – 5 Star Resort (174 Suites and 12 Villas) 
luxresorts.com
Main Responsibilities
· Guest Experience: Timely, efficient & professional guest’s service, from pre- arrival to post – departure. Pursuing genuine high performance in all Guests Satisfaction Forum such as Trip Advisor, Guests Satisfaction Questionnaire and Expedia. Monitor the level of service provided by the department (i.e. by analyzing the Guest Satisfaction Reports) and constantly working on improving it through investigation, analysis and corrective action. 
· Oversee Front Office & Housekeeping Operations which comprise of 130 team members: Ensuring all service standards are followed. Also work in collaboration with Guest Services, Reservations, Sales & Housekeeping to ensure guests’ needs are determined and met in regard to room requirements and preferences. Also ensure that there is an excellent communication flow between other departments.
· Having worked closely with the team on daily operations we have achieved our yearly targets for year 2017/2018, which form part of our Key Performance Indicator ‘KPI’.
· Team management: Develop colleagues, Team Leaders and Managers by delegating tasks and then empower and coach them making sure we achieve the desired results.
· Third party Liaison (entity or individuals delivering their own services within hotel premises), i.e Boat House Team, Diving Centre team, Suppliers, understand our principles and abide to our standards. 
· Financial: Prepare the departmental budget and put measures in place to achieve or exceed the budgeted profit. Focus on controlling the expenses and ensuring maximum room revenues are achieved as well as ensuring high level of guest satisfaction.
· We have achieved our financial yearly budget by 96% and for year 2018/2019 I am looking forward to achieve above 100%.

October 2017 		Front Office Manager
June 2014 		LUX* Belle Mare – 5 Star Resort (174 Suites and 12 Villas)
Main Responsibilities
· Guest Experience: Ensure guests satisfaction during their stay and that guest feedback are followed, as well as all complaints being dealt in a timely manner. Promote and maintain high standards of customer service.
· Front Office Operations which comprise of 30 team members: Oversee and lead the Front Office team which includes reservation, telephone operators, guest relations, concierge, porters, cashiers, night duty manager and the Front Office assistant. Ensuring that policies and standard are being maintain at all time. 
· Team management: Train, Manage and support the Front office team and also involves in the recruitment process.
· Financial: Operate and manage the Front Office budget and ensure monthly budget is met. Controls the Front Office Department costs, including room amenities.
· Has achieved yearly Front Office Budget for 3 consecutive year 2014 - 2016 and also contributed in bringing the hotel to number 1 on Trip Advisor by ensuring that we all deliver excellent service to the guests.

June 2014 		Assistant Front Office Manager
September 2012 	LUX* Belle Mare – 5 Star Resort (174 Suites and 12 Villas)
Main Responsibilities
· Overview Daily Operations: Maintaining the Operational Standards and coordinating work schedule for the Front Office department.
· Address Guest Concerns and Provide Customer Satisfaction: Tackle guest complaints and concerns in a timely and professional manner. 
· Train and Lead team: Provide necessary training to all team members working in front desk operations. Also explain all hotel policies and price of different points of sale to front office team, for example: Room Upsell, Food & Beverage special evenings and spa promotions. 
· Recognize as a Course Leader for the hotel by Ron Kaufman, year 2012: Has developed my ability to communicate and deliver better training. Conduct numerous ‘Course 100’ sessions for 300+ team members.
· Recognize as a certified trainer in customer care by MQA (Mauritius Qualification Award). 

September 2012 	Guest Relations Manager
March 2008 		LUX* Belle Mare – 5 Star Resort (174 Suites and 12 Villas)
Main Responsibilities
· Guest Experience: Ensuring and providing flawless, upscale, professional and high class guest service experiences.
· Guests Satisfaction: Front analysis of customer feedback and providing strategic direction to continuously improve overall rating. Also respond to guests’ needs and anticipating their unstated ones.
· Oversee Guest Relation Team and the Front office team in the absence of the Front office Manager: Manage guest relations team (including Receptionists, and Wedding coordinator) to ensure we comply with all standards and operating procedures.
· Was congratulated by the CEO for being actively involved in the group rebranding and was also chosen to be a trainer, to share the new concept. I was also chosen to join the leading team in the grand launching of the rebranding which happen in a sister hotel called LUX Le Morne. I assisted in planning the day for the VIP’s (Very important person) in regards to excursions and restaurant booking. Also coordinate flawless massive arrivals for the launching, above 70 rooms on VIP level.
· Has received the best attendance certificate award year 2008 and year 2010. For I have always been hard working and lead by examples. 

March 2008 		Assistant Guest Relations Manager
February 2005 		LUX* Belle Mare – 5 Star Resort (174 Suites and 12 Villas)
Main Responsibilities
· Overview Daily Operation: Maintaining and coordinating work schedule for the Guest Relations and Front Office department.
· Train and Lead team: Assist the Guest Relations Manager in day to day operations and train the Guest Relation Officers.
· Conduct Wedding: Organize wedding in partnership with the Food and Beverage Department ensuring flawless events.    
· Has received outstanding service award year 2007, as my name appeared several times on different forum by guests.

February 2005 		Front Office Supervisor
February 2004 		LUX* Belle Mare – 5 Star Resort (174 Suites and 12 Villas)
Main Responsibilities
· Supervise Front Office Operations: Plan and assign workloads for front office team. I supervise the team in their assigned job, duties and prepare operational and financial records for the Manager to review.
· Handling Guests Request: Provide outstanding services and ensure customer satisfaction. Also address customer concerns and complaints promptly and professionally. Respond to customer needs and requests in a timely manner.
· Train and lead: Train new receptionist and being passionate in explaining the workloads. Has been chosen to follow training courses and been certified as a Skills Trainer by our Training Academy.

February 2004 		Receptionist
September 2002 	LUX* Belle Mare – 5 Star Resort (174 Suites and 12 Villas)
Main Responsibilities
· Cashiering: Preparing bills, taking payments, exchange foreign currencies and City Ledger completion. Ensure records are kept properly so that they can be easily retrieved for review when needed by relevant persons.
· Check In and Check Out: Assist guests upon arrivals and departures as per standard and extend a warm approach.
· Has been mentioned few times by guests on guest’s satisfaction survey as one the best employer and also received a certificate for same by our General Manager.
· Has got best attendance certificate award.

June 2002 		Supervisor
October 2000 		KFC, Kent, Blue Water Shopping Mall, England
Main Responsibilities:
· Taking Order and Cashiering: Responsible of cashiering tills, taking food order and take payment accordingly, respecting the HACCP standard put in place.
· Assign Front Stock: Ensuring that Front team has their stock and do inventory accordingly.
· Being very dedicated and always helping, within 3 months was given the post of supervisor.
· Has won several HACCP (Hazard Analysis Critical Control Points) reward of service from mystery inspections.

September 2000 	Receptionist
January 1997 		Blue Lagoon Hotel
Main Responsibilities
· Room Allocation: On top of main duties of receptionist, cashiering, check in and check out, was also doing room allocations.
· Night Audit: Work a 24 hours schedule, perform night audit and hand over cash float and balance sheet to account department.
· Was awarded employee of the year 1999 and also in 1999 was retitled senior receptionist.

EDUCATION		
2000 - 2001 		Advanced Diploma in Hotel Management
Confederation Tourism Hotel Catering Management  
West London College, England
								
2000 – 2001		Food Production – National Vocational Qualification level 2		
Thames Valley University, England

May 1996		National Trade Certificate level 3 Front Office & Housekeeping							Hotel School of Mauritius	
	
November 1994	School Certificate
			Hamilton College, Mauritius
			
TRAININGS
2018			Living our Values, White & White Associates
2017			Operational Finance for Non-Finance Manager, Open Mind Consulting
2016			First Aid Course, St John Ambulance
2014			John Maxwell Courses, The John Maxwell Company, 2014
2014	Leading your company, leading your workforce by Tom Peters, National Productivity and Competitiveness Council
2013			Focus Recruitment Skills, Alentaris consulting

SKILLS			Microsoft Office, Fidelio & Opera 

INTERESTS		Travel & Cinema 

REFEREES		1. Pascal Bertrand
General Manager, Body Holiday, Saint Lucia
2. Ashish Modak
General Manager, LUX* Belle Mare








2	 JOB DESCRIPTION

JOB POSITION: 		Rooms Division Manager 	
REPORT TO:	General Manager 
RESPONSIBLE FOR:	To plan, implement, organise and coordinate the smooth and efficient operation of the Front Office and Housekeeping Department; as well as liaising with the Executive Housekeeper to ascertain readiness of rooms for accommodation, and work with all Departments to ensure high standard of service to Guests and focusing on meeting budget set.
KEY RELATIONSHIPS: 	1. Central Reservation Office and Head office
2. Front Office & Housekeeping Department 
3. Accounting Department 
4. Human Resources Department
BASE OF WORK:	LUX* Belle Mare Hotel, coastal road Belle Mare Mauritius. Off-site meetings across the island.

[image: https://documents.lucidchart.com/documents/436f2871-d531-4b81-b6fa-8ae2e28befd6/pages/0_0?a=449&x=392&y=590&w=616&h=660&store=1&accept=image%2F*&auth=LCA%20b8dcb63c031bb1f941722395824684c93c3ebe19-ts%3D1539157396]








	Figure
Figure 1 – Organisational Chart




VISION  				
We make each moment matter				
PURPOSE 
Helping people celebrate life
VALUES
· People – Consideration for People
· Passion – Serving with Passion
· Integrity – Insistence on Integrity
· Leadership – Responsibility of Leadership 
· Creativity – Entertaining with Creativity

SKILLS REQUIRED
The Room Division Manager should have natural leadership qualities with the ability to give clear, concise instructions. Room Division Manager should have a high level of integrity, good manners and show initiative. The room division manager will be expected to deal with guest complaints and should therefore work well under pressure and keep calm in difficult situations.

RESPONSIBILITIES
1 Assist the Front Office Manager, Guest Relations Manager and the Executive Housekeeper in leading the operations. 
· Front office team comprises of 35 members including guest relations officers and receptionists, telephone operators, concierge, porter and reservations clerk. 
· The Housekeeping department which comprise of approximately 85 team, including Public area attendant and Laundry team. 
2 Responsible of monitoring room allocation, training and interviewing new members of staff. 
3 Dealing with customer complaints that have been escalated from more junior team members.
4 Work closely with executive housekeeping and the front office throughout the day to ensure the hotel guests are well cared for, as well as resolving any issues that may arise. 
5 Assist and lead the Kids Club Manager and team, which comprises of 15 persons. Ensure that standard are being respected by the Kids Club team and the Teens Club team in the day to day operation. 
6 Chair meetings daily with other departments, to discuss about the arrivals and departures of the following day, ensuring that the guests preferences has been met and that guests are satisfied throughout the stay. Plan for upselling.

GENERIC ACTIVITIES
Customer Service
· Actively anticipate guest’s needs and ensure all customer service touchpoints are fully implemented on the day to day operations. 
· Converses with guests, whenever possible, to obtain feedback and suggestions for improvement.
· Dealing with guests’ complaint ensuring that we turn same to a constructive feedback and turn an unhappy guest to a delighted guest.
· Ensure that we have excellent feedback on all social media platforms. Analyse and communicate corrective actions
· Personally replying (within 48hours) effectively to any comments / concerns mentioned on those forums 

SOP Compliance and Quality Assurance
· Conduct frequent quality spot-checks within the Front Office and Housekeeping Departments with regards to administrative procedures, hygiene and par stocks, courtesy and service quality, so as to ascertain compliance with Hotel standards.
· Conduct frequent spot-checks, to ensure that high quality standards are maintained, with regards to courtesy and service quality.
· Efficiently implement all SOP(s) and ascertains their professional execution.
· Inspect rooms on a daily basis

Promotion & Direct Up-selling
· Provide relevant information about the hotel, conduct visits and promote the hotel to Educational Tours and visitors by confidently sharing the product knowledge.
· Participate in the negotiations between the Resident Manager and Sales & Marketing Manager
· Create a room upgrading/upselling scheme at the resort level to generate additional revenue and increase average daily rate (ADR)
· Implement up-selling tactics among the Front Office team to enhance hotel and restaurants overall revenue


Team Management
· Conduct interviews and orientation, and advise the General Manager on the selection, induction and recruitment of employees, working closely with the Human Resource Department.
· Conduct regular meetings with Senior Management to share information and resolve work issues.
· Provide regular feedback to team on their performance; conduct the performance evaluation of subordinates and complete performance appraisal report in accordance with Human Resources Policy and Guidelines.
· Act as Duty Manager whenever schedule by the Human Resource Manager. Oversee the hotel operations, do walk around in back area, as well as front of house. Do some spot check for example; food temperature on buffet / cold room temperature.
· Organise and facilitate on-the-job training and coaching sessions for trainees and team members in order to develop their knowledge and competencies.
· Ensure that all departments are well covered by verifying the duly filled monthly roster of the Front Office Supervisors / Manager and Housekeeping Supervisors / Manager and ensure adequate coverage before approving their roster.

Continuous Improvement
· Create a trusting work environment to encourage creativity and team work by listening to team concern and assist them in difficult situation. Lead by example and have an open door policy. Be open minded when receiving feedback and have an optimistic approach.
· Learn from personal and professional mistakes, to create a path to improvement by taking personal responsibility. Strive to do better on the field that is not flourishing and motivate others to use the same path. Take time to reflect on current situations instead of rushing into hasty decisions.
· Anticipate and adapt service sequence based on guests and team interactions 
· Be flexible and open to change
· Be able to accept differences and move on

Administration
· Be Responsible for the Rooms Division Budget achievement
· Analyze and implement actions to achieve set revenue budget. Monitor monthly results compared to target/budget.
· Work closely with Financial Controller and Hotel General Manager to determine the overall financial performance budget
· Assist in any administrative work as requested by the General Manager.
· Prepare monthly and year-end reports for submission requested by the General Manager


Training/Development
· Attend Leadership Meetings and other meetings as required
· Undertake training as required, whether identified by self or others
· Vocational and professional studies are encouraged and individual learning styles are recognised and taken into account

Health and Safety 
· Unsure that all procedures put in place are in accordance with health and safety regulations and the standard of procedures of the group.
· Work environment is safe and in compliance with the health and safety regulations.

Equal Opportunities
· Work in transparency with colleagues and team members. 
· Create an environment where team members feel valued, recognized and challenged to develop their skill sets and qualifications.
· To commit to fair employment practices throughout the entire employer-employee relationship.

Internal/External Communication
· Liaise with the Central Reservation Office concerning reservation issues.
· Liaise with the Front Office Manager or Assistant Front Office Manager to ensure all correct payments by guests.
· Represent the Hotel in meetings/seminars or any other events linked to Room Division issues, when required

This is not exhaustive and may change to meet the needs of the group










	
	












	


















Figure 2: Person Specification Form

3	TRAINING NEEDS ANALYSIS

	TRAINING NEEDS ANALYSIS

	WHAT AM I GOOD AT?
	WHAT DO I NEED TO WORK ON?

	Good communication skills - present well and talk well with others. Able to deliver clear message to the team and to the guests
	Setting clear boundaries for myself and others - communication with Impact

	Flexible and adapt easily in different situation - Evaluate situation and adjust style to work well with others. Quick to devote my skills wherever needed to get job done
	Build up more Self-confidence - Tend to underestimate myself - Increase assertiveness

	Strong on standards in my day to day work 
	Strategic Vision - Proactive and establish plan of work. To be able to set SMART objectives for myself and my team

	Good empathy - helps me to connect well and understand guest's feelings as well as my team
	Being more formal  when formality is needed and be naturally organised

	Good knowledge of the actual browser use by the company, called Opera system which is an updated version of Fidelio
	Be more Innovative

	Stress Management - can easily absorb pressure and turn same into productivity
	To be more result driven - better understanding of financial results

	Good self-discipline - autonomous in my work
	 

	WHAT COULD HELP ME ALONG?
	WHAT MIGHT STOP ME?

	Coaching by a highly structured and formal line Manager
	Personal Commitment

	Training on strategic Planning  & Organisational Skills
	Unavailability of Mentors or conflicting schedule

	IT Knowledge & skills
	Unforeseen situations out of myr control










4	PERSONAL DEVELOPMENT PLAN

	DEVELOPMENT NEEDS IDENTIFIED
	DEVELOPMENT OBJECTIVES
	METHOD
	BY WHOM
	BY WHEN 
	REVIEW

	Understanding short term & long term business strategy
	To be able  to fully grasp the hotel objectives and know successfully how to empower my team to achieve the objectives
	Coaching by our Financial Controller and our Resident Manager
	Patrick Juliette Antoine Chignac
	Starting 1st of October for 6 months.
	1st review: 31st October 2018
Monthly reviews
Last review: April 2019

	Learn the complexity of the Housekeeping Team
	To be able to guide and lead confidently in my current role as Room Division Manager and to be innovative.
	Shadowing the Executive Housekeeper and Coaching by my Mentor who has strong Housekeeping back ground
	Umesh Seechurn and Raj Reedoy
	Starting on the 24th of October and ongoing for 6 month
	Beginning of January 2019 with an overview by the General Manager – Final review March 2019

	Clear understanding of statistics and financial results.

	To be revenue driven and to be able to seize revenue opportunities. 
To be fully aware of all operational cost involved in the process
To better decision making process. To be able to submit a yearly financial budget for my department for financial year 2020
	To participate on the next ESSEC Training given by the company. In the meanwhile, been coached on the Job by our Financial Controller in monthly revenue meeting
	Smita Modak for ESSEC Course. Patrick Julliette for coaching
	Starting 01st October and ending February 2019.

For ESSEC to participate on  Batch starting November 2019
	1st review on  31st October and 2nd review end of February 2019

	Understanding Service Measures and Metrics in the workplace 
	To be able to lead confidently cost vs. revenue, guests satisfaction survey, team member survey, achievement of set targets, respect of deadlines

	Shadow and coaching by Quality Assurance Manager and Resident Manager
	Tivani Udaiyan and Antoine Chignac
	Starting 1st December 2018 for 3 month 
	1st review on 1st January and last review End February 2019

	Ability to define and develop high potential within the department 
	To be able to define and give opportunity to grow the team: understand their training needs, provide assistance and learning opportunities. 
To assess team on a regular basis and plan for their growth
	Shadow and coaching by Quality Assurance Manager
	Tivani Udaiyan
	Starting on 01st November 2018 for 3 month – then ongoing process
	Review end of February 2019 – Ongoing process 





























5 MOMENTS
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6	PREFERENCE TYPE
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8 LEARNING STYLE QUESTIONNAIRE – HONEY & MUMFORD

LEARNING STYLES QUESTIONNAIRE

Name: Sheila Malloo
This questionnaire is designed to find out your preferred learning style(s). Over the years you have probably developed learning "habits" that help you benefit more from some experiences than from others. Since you are probably unaware of this, this questionnaire will help you pinpoint your learning preferences so that you are in a better position to select learning experiences that suit your style and having a greater understanding of those that suit the style of others.
This is an internationally proven tool designed by Peter Honey and Alan Mumford.
There is no time limit to this questionnaire. It will probably take you 10-15 minutes. The accuracy of the results depends on how honest you can be. There are no right or wrong answers.

If you agree more than you disagree with a statement put a tick by it.
If you disagree more than you agree put a cross by it.
Be sure to mark each item with either a tick or cross.

	
	1. I have strong beliefs about what is right and wrong, good and bad.

	
	2. I often act without considering the possible consequences

	
	3. I tend to solve problems using a step-by-step approach

	
	4. I believe that formal procedures and policies restrict people

	
	5. I have a reputation for saying what I think, simply and directly

	
	6. I often find that actions based on feelings are as sound as those based on careful thought and analysis

	
	7. I like the sort of work where I have time for thorough preparation and implementation

	
	8. I regularly question people about their basic assumptions

	
	9. What matters most is whether something works in practice

	
	10. I actively seek out new experiences

	
	11. When I hear about a new idea or approach I immediately start working out how to apply it in practice

	
	12. I am keen on self discipline such as watching my diet, taking regular exercise, sticking to a fixed routine, etc.

	
	13. I take pride in doing a thorough job

	
	14. I get on best with logical, analytical people and less well with spontaneous, "irrational"

	
	15. I take care over the interpretation of data available to me and avoid jumping to conclusions

	
	16. I like to reach a decision carefully after weighing up many alternatives

	
	17. I'm attracted more to novel, unusual ideas than to practical ones

	
	18. I don't like disorganised things and prefer to fit things into a coherent pattern

	
	19. I accept and stick to laid down procedures and policies so long as I regard them as an efficient way of getting the job done

	
	20. I like to relate my actions to a general principle

	
	21. In discussions I like to get straight to the point

	
	22. 1 tend to have distant, rather formal relationships with people at work

	 
	23. I thrive on the challenge of tackling something new and different

	 
	24. I enjoy fun-loving, spontaneous people

	 
	25. I pay meticulous attention to detail before coming to a conclusion

	
	26. I find it difficult to produce ideas on impulse

	
	27. I believe in coming to the point immediately

	 
	28. I am careful not to jump to conclusions too quickly

	 
	29. I prefer to have as many resources of information as possible - the more data to think 	over the better

	 
	30. Flippant people who don't take things seriously enough usually irritate me

	 
	31. I listen to other people's points of view before putting my own forward

	
	32. I tend to be open about how I'm feeling

	
	33. In discussions I enjoy watching the manoeuvrings of the other participants

	
	34. I prefer to respond to events on a spontaneous, flexible basis rather than plan things out 	in advance

	
	35. I tend to be attracted to techniques such as network analysis, flow charts, branching 	programs, contingency planning, etc.

	
	36. It worries me if I have to rush out a piece of work to meet a tight deadline

	
	37. I tend to judge people's ideas on their practical merits

	
	38. Quiet, thoughtful people tend to make me feel uneasy

	
	39. I often get irritated by people who want to rush things

	
	40. 	It is more important to enjoy the present moment than to think about the past or future

	
	41. I think that decisions based on a thorough analysis of all the information are sounder 	than those based on intuition

	
	42. I tend to be a perfectionist

	
	43. In discussions I usually produce lots of spontaneous ideas 

	
	44. In meetings I put forward practical realistic ideas

	
	45. More often than not, rules are there to be broken

	
	46. I prefer to stand back from a situation

	
	47. I can often see inconsistencies and weaknesses in other people's arguments 

	
	48. On balance I talk more than I listen

	
	49. I can often see better, more practical ways to get things done 

	
	50. I think written reports should be short and to the point

	
	51. I believe that rational, logical thinking should win the day

	
	52. I tend to discuss specific things with people rather than engaging in social discussion

	
	53. I like people who approach things realistically rather than theoretically

	
	54. In discussions I get impatient with irrelevancies and digressions

	
	55. If I have a report to write I tend to produce lots of drafts before settling on the final version

	
	56. 1 am keen to try things out to see if they work in practice

	
	57. I am keen to reach answers via a logical approach

	
	58. I enjoy being the one that talks a lot

	
	59.  In discussions I often find I am the realist, keeping people to the point and avoiding wild speculations

	
	60. I like to ponder many alternatives before making up my mind

	
	61. In discussions with people I often find I am the most dispassionate and objective

	
	62. In discussions I'm more likely to adopt a "low profile" than to take the lead and do most of the talking

	
	63. I like to be able to relate current actions to a longer term bigger picture

	
	64.  When things go wrong I am happy to shrug it off and "put it down to experience"

	
	65. I tend to reject wild, spontaneous ideas as being impractical

	
	66. It's best to think carefully before taking action

	
	67.  On balance I do the listening rather than the talking

	
	68.  I tend to be tough on people who find it difficult to adopt a logical approach

	
	69.  Most times I believe the end justifies the means

	
	70. I don't mind hurting people's feelings so long as the job gets done

	
	71. I find the formality of having specific objectives and plans stifling

	
	72. I'm usually one of the people who puts life into a party

	
	73. I do whatever is expedient to get the job done

	
	74. I quickly get bored with methodical, detailed work

	
	75. I am keen on exploring the basic assumptions, principles and theories underpinning things and events

	
	76. I'm always interested to find out what people think

	
	77. I like meetings to be run on methodical lines, sticking to laid down agenda, etc. 

	
	78. I steer clear of subjective or ambiguous topics

	
	79.	I enjoy the drama and excitement of a crisis situation 

	
	80. People often find me insensitive to their feelings






Scoring and Interpreting the Learning Styles Questionnaire
The Questionnaire is scored by awarding one point for each ticked item. There are no points for crossed items. Simply indicate on the lists below which items were ticked by circling the appropriate question number.
	2
	7
	1
	5

	4
	13
	3
	9

	6
	15
	8
	11

	10
	16
	12
	19

	17
	25
	14
	21

	23
	28
	18
	27

	24
	29
	20
	35

	32
	31
	22
	37

	34
	33
	26
	44

	38
	36
	30
	49

	40
	39
	42
	50

	43
	41
	47
	53

	45
	46
	51
	54

	48
	52
	57
	56

	58
	55
	61
	59

	64
	60
	63
	65

	71
	62
	68
	69

	72
	66
	75
	70

	74
	67
	77
	73

	79
	76
	78
	80

	
	
	
	


TOTALS								
Activist 	Reflector 	Theorist 	Pragmatist
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Learning Styles - General Descriptions
Activists
Activists involve themselves fully and without bias in new experiences. They enjoy the here and now and are happy to be dominated by immediate experiences. They are open-minded, not sceptical, and this tends to make them enthusiastic about anything new. Their philosophy is: "I'll try anything once". They tend to act first and consider the consequences afterwards. Their days are filled with activity. They tackle problems by brainstorming. As soon as the excitement from one activity has died down they are busy looking for the next. They tend to thrive on the challenge of new experiences but are bored with implementation and longer-term consolidation. They are gregarious people constantly involving themselves with others but in doing so; they seek to centre all activities on themselves.
Reflectors
Reflectors like to stand back to ponder experiences and observe them from many different perspectives. They collect data, both first hand and from others, and prefer to think about it thoroughly before coming to any conclusion. The thorough collection and analysis of data about experiences and events is what counts so they tend to postpone reaching definitive conclusions for as long as possible. Their philosophy is to be cautious. They are thoughtful people who like to consider all possible angles and implications before making a move. They prefer to take a back seat in meetings and discussions. They enjoy observing other people in action. They listen to others and get the drift of the discussion before making their own points. They tend to adopt a low profile and have a slightly distant, tolerant unruffled air about them. When they act it is part of a wide picture which includes the past as well as the present and others' observations as well as their own.

Theorists
Theorists adapt and integrate observations into complex but logically sound theories. They think problems through in a vertical, step-by-step logical way. They assimilate disparate facts into coherent theories. They tend to be perfectionists who won't rest easy until things are tidy and fit into a rational scheme. They like to analyse and synthesise. They are keen on basic assumptions, principles, theories models and systems thinking. Their philosophy prizes rationality and logic.  "If it's logical it's good". Questions they frequently ask are: "Does it make sense?" "How does this fit with that?" "What are the basic assumptions?" They tend to be detached, analytical and dedicated to rational objectivity rather than anything subjective or ambiguous. Their approach to problems is consistently logical. This is their "mental set" and they rigidly reject anything that doesn't fit with it. They prefer to maximise certainty and feel uncomfortable with subjective judgments, lateral thinking and anything flippant.
Pragmatists
Pragmatists are keen on trying out ideas, theories and techniques to see if they work in practice. They positively search out new ideas and take the first opportunity to experiment with applications. They are the sorts of people who return from management courses brimming with new ideas that they want to try out in practice. They like to get on with things and act quickly and confidently on ideas that attract them. They tend to be impatient with ruminating and open-ended discussions. They are essentially practical, down to earth	pile who like making practical decisions and solving problems. They respond to problems and opportunities "as a challenge". Their philosophy is: "There is always a better way" and "if it works it's good".
In descending order of likelihood, the most common combinations are:
	1st	Reflector/Theorist
2"d	Theorist/ Pragmatist 
3rd	Reflector/Pragmatist 
4th 	Activist/Pragmatist

Learning styles - a further perspective
ACTIVISTS:
Activists learn best from activities where:
· There are new experiences/problems/opportunities from which to learn.
· They can engross themselves in short "here and now" activities such as business games, competitive teamwork tasks, role-playing exercises.
· There is excitement/drama/crisis and things chop and change with a range of diverse activities to tackle
· They have a lot of the limelight/high visibility, i.e. they can "chair" meetings, lead discussions, and give presentations.
· They are allowed to generate ideas without constraints of policy or structure or feasibility.
· They are thrown in at the deep end with a task they think is difficult, i.e. when set a challenge with inadequate resources and adverse conditions.
· They are involved with other people, i.e. bouncing ideas off them, solving problems as part of a team.
· It is appropriate to "have a go".

Activists learn least from, and may react against, activities where: 
· Learning involves a passive role, i.e. listening to lectures, monologues, explanations, statements of how things should be done, reading, watching.
· They are asked to stand back and not be involved.
· They are required to assimilate, analyse and interpret lots of "messy" data.
· They are required to engage in solitary work, i.e. reading, writing, thinking on their own.
· They are asked to assess beforehand what they will learn, and to appraise afterwards what they have learned.
· They are offered statements they see as "theoretical", i.e. explanation of cause or background
· They are asked to repeat essentially the same activity over and over again, i.e. when practicing.
· They have precise instructions to follow with little room for manoeuvre.
· They are asked to do a thorough job, i.e. attend to detail, tie up loose ends, dot the i's, cross t's.

Summary of strengths:
· Flexible and open minded.
· Happy to have a go.
· Happy to be exposed to new situations.
· Optimistic about anything new and therefore unlikely to resist change.

Summary of weaknesses:
· Tendency to take the immediately obvious action without thinking. 
· Often take unnecessary risks.
· Tendency to do too much themselves and hog the limelight.
· Rush into action without sufficient preparation.
· Get bored with implementation/consolidation.

Key questions for activists:
· Shall I learn something new, i.e. that I didn't know/couldn't do before?
· Will there be a wide variety of different activities? (I don't want to sit and listen for more than an hour at a stretch!)
· Will it be OK to have a go/let my hair down/make mistakes/have fun?
· Shall 1 encounter some tough problems and challenges?
· Will there be other like-minded people to mix with?

REFLECTORS:
Reflectors learn best from activities where: 
· They are allowed or encouraged to watch/think/chew over activities.
· They are able to stand back From events and listen/observe, i.e. observing a group at work, taking a back seat in a meeting, watching a film or video.
· They are allowed to think before acting, to assimilate before commencing, i.e. time to prepare, a chance to read in advance a brief giving background data.
· They can carry out some painstaking research, i.e. investigate, assemble information, and probe to get to the bottom of things.
· They have the opportunity to review what has happened, what they have learned.
· They are asked to produce carefully considered analyses and reports.
· They are helped to exchange views with other people without danger, i.e. by prior agreement, within a structured learning experience.
· They can reach a decision in their own time without pressure and tight deadlines.
Reflectors learn least from, and may react against, activities where: 
•	They are "forced" into the limelight, i.e. to act as leader/chairman, to role-play in front of on-lookers.
•	They are involved in situations which require action without planning.
•		They are pitched into doing something without warning, i.e. to produce an instant reaction, to produce an off-the-top-of-the-head idea.
•		They are given insufficient data on which to base a conclusion.
•	They are given cut and dried instructions of how things should be done.
•	They are worried by time pressures or rushed from one activity to another.
·  In the interests of expediency they have to make short cuts or do a superficial job.
Summary of strengths:
· Careful
· Thorough and methodical
· Thoughtful
· Good at listening to others and assimilating information.
· Rarely jump to conclusions.

Summary of weaknesses:
· Tendency to hold back from direct participation.
· Slow to make up their minds and reach a decision.
· Tendency to be too cautious and not take enough risks.
· Not assertive - they aren't particularly forthcoming and have no "small talk".

Key questions for reflectors:
· Shall I be given adequate time to consider, assimilate and prepare?
· Will there be opportunities/facilities to assemble relevant information?
· Will there be opportunities to listen to other people's points of view - preferably a wide cross section of people with a variety of views?
· Shall I be under pressure to be slapdash or to extemporise?

THEORISTS:
Theorists learn best from activities where: 
· What is being offered is part of a system, model, concept, theory
· The have time to explore methodically the associations and inter-relationships between ideas, events and situations.
· They have the chance to question and probe the basic methodology, assumptions or logic behind something, i.e. by taking part in a question and answer session, by checking a paper for inconsistencies.
· They are intellectually stretched, i.e. by analysing a complex situation, being tested in a tutorial session, by teaching high calibre people who ask searching questions.
· They are in structured situations with a clear purpose.
· They can listen to or read about ideas and concepts that emphasise rationality or logic and are well argued/elegant/watertight.
· They can analyse and then generalise the reasons for success or failure.
· They are offered interesting ideas and concepts even though they are not immediately relevant.
· They are required to understand and participate in complex situations.

Theorists learn least from, and may react against, activities where: 
· They are pitch-forked into doing something without a context or apparent purpose.
· They have to participate in situations emphasising emotions and feelings.
· They are involved in unstructured activities where ambiguity and uncertainty are high, i.e. with openended problems, on sensitivity training.
· They are asked to act or decide without a basis in policy, principle or concept.
· They are faced with a hotchpotch of alternative/contradictory techniques/methods without exploring any in depth, i.e. as on a "once over lightly" course.
· They find the subject matter platitudinous, shallow or gimmicky.
· They feel themselves out of tune with other participants, i.e. when with lots of Activists or people of lower intellectual calibre.

Summary of strengths:
· Logical "vertical" thinkers.
· Rational and objective.
· Good at asking probing questions.
· Disciplined approach.

Summary of weaknesses:
· Restricted in lateral thinking.
· low tolerance for uncertainty, disorder and ambiguity
· Intolerant of anything subjective or intuitive.
· Full of "shoulds, oughts and musts".


Key questions for theorists:
· Will there be lots of opportunities to question?
· Do the objectives and program of events indicate a clear structure and purpose?
· Shall I encounter complex ideas and concepts that are likely to stretch me?
· Are the approaches to be used and concepts to be explored "respectable", i.e. sound and valid?
· 	Shall I be with people of similar caliber to myself?

PRAGMATIST:
Pragmatists learn best from activities where:
· There is an obvious link between the subject matter and a problem or opportunity on the job.
· They are shown techniques for doing things with obvious practical advantages, i.e. how to save time, how to make a good first impression, how to deal with awkward people.
· They have the chance to try out and practice techniques with coaching/feedback from a credible expert, i.e. someone who is successful and can do the techniques themselves.
· They are exposed to a model they can emulate, i.e. a respected boss, a demonstration from someone with a proven track record, lots of examples/anecdotes, and a film showing how it’s done.
· They are given techniques currently applicable to their own job.
· They are given immediate opportunities to implement what they have learned.
· There is a high face validity in the learning activity, i.e. a good simulation, 'real" problems.
· They can concentrate on practical issues, i.e. drawing up action plans with an obvious end product, suggesting short cuts, giving tips.

Pragmatists learn least from, and may react against, activities where: 
· The learning is not related to an immediate need they recognise/they cannot see, an immediate relevance/practical benefit.
· Organisers of the learning, or the event itself, seems distant from reality, i.e. "ivory towered", all theory and general principles, pure "chalk and talk".
· There is no practice or clear guidelines on how to do it.
· They feel that people are going round in circles and not getting anywhere fast enough.
· There are political, managerial or personal obstacles to implementation.
· There is no apparent reward from the learning activity, i.e. more sales, shorter meetings, higher bonus, promotion.

Summary of strengths:
· Keen to test things out in practice.
· Practical, down to earth, realistic.
· Businesslike - gets straight to the point.
· Technique oriented.

Summary of weaknesses:
· Tendency to reject anything without an obvious application.
· Not very interested in theory or basic principles.
· Tendency to seize on the first expedient solution to a problem.
·  Impatient with waffle.
· On balance, task oriented not people oriented.

Key questions for pragmatists:
· Will there be ample opportunities to practice and experiment?
· Will there be lots of practical tips and techniques?
· Shall we be addressing real problems and will it result in action plans to tackle some of my current problems?
· Shall we be exposed to experts who know how to/can do it themselves?


9 THE VARK QUESTIONNAIRE
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“This week, | would like to share with you the story of one of our Team Members who is an amazing role
model, a genuine example of humilty. generosity,sincerity and who profoundly lves our Vision,
Purpose and Values in al aspects of her everyday .

Dear Colloagues.

s you enter the lobby area of LUX" Belle Mare. you ae very often welcomed by one of the brghtest
smiles which o one can miss. | am sure that many of you have aready guessed that | am referring to
Sheila Malloo, the Guest Relations Manager.

‘Sheila has been i the hotel industry since she eftschool i 1994. In 1996, she was awarded the
Certficate in Front Office and Housekeeping and started as a Receptionist i 1997 in a esort on the
South east coast of Mauritius and was then promoted to the position of Senior Receptionist within 2
year. From there she el for England fo further studies and took the opportunity of continuing in
direct customer contact by working as a Supervisor on a part ime basis for one of the multinational
fast food chains.

She returned to Mauritius in 2002 and joined our company as Receptionistat LUX Belle Mare, from
there through her dedication. nthusiasm and permanent optimism, she was promoted on three.
occasions to eventually become our Guest Relations Manager.

When you speakto Sheil, the two qualites that immediately strke you are her passion for her job and
her positive mindset at al imes! A real gustof fresh airt She also possesses that rare qualy that
enables her 1o plit the mood and mindse of all whom she comes in contact with.

She speaks o our Vision, Purpose and Values in the folowing terms:

“Our Vision: Each Moment Matters, 1just wish that peoplereaiize that there s mch more o than a
vison of a company with which wo work. They should roaiz that i thoy I this way whorover they g0
hey will attain happiness. They willbe more comfortable n thir skin: they wil foellove and warmth.

Our Purposo: Holping poople colebrate e how good we feolwhen we help somsone and that the person
is happy. Wo do that very often with the person w love, fust imagine thal you 6o that {0 the best of your
bilty with peopie around you how great your environment will be. Helping without asking anything in
rolurn... How L s whon you rocaivo something thal you have not expected.

Our Values: People. Passion,Inegriy. Leadership.Creativty... How imaginative and creative we can be:
toimpross our bolovod rolalives whon wo invito them. How lucky wo aro when wo gol rionds whom wo.
can trust, wholston to us, caro for us and sharo with us. Thoso vakues aro with overy 0no of s, kot us
bring them forward, and make good things around us... Am I crazy. | don't think so... Ron Kaufman.
when ho mentioned Hardware (0 Software, Deluxe to Delight,wo allKnow that this means s we allKnow.
what i good and what is wrong.

The tourism industry is very demanding: people working in this indusiry shoukd have passion in what
they do. Wo should be curious so that we aro ahays creative i our jobs.

Aproud and a genuine smile from our hoars [0 show how authentic we are. make such a big difference
(0 others and oursolves. Finall, we should aiways be koen to help poople every moment they spend with
s n the hotel as well s i our persona ives so that we make the most of the procious time. God has.
offered us.
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People with  positive atitude will asily overcome every obstacle.”

Sheila s married to Mike and they have two beautiful children — Syona their elder daughter and Cena
their younger son. | was deoply touched by Sheia's words that you will read below about the “bundic
of joy 5o fullof Ife” as Sheda ikes to call Cena.

“Life has boen great at work but wit s own share of ups and downs. The day when my promotion fo
the position of  Guest Refations Manager was announced to me. was the day when my son was
dlagnosod wth a blood disordr, aiso known as Thalassomia Major and tho only curo boinga bono
‘marrow transpiant. The cal to me from my manager tellng me aboust my promotion happened at the
time when 1 was being informed by the doctor about my son's disorder. | fet my world had broken apart.

Fortunately 1 have great support, at work as woll as home and | started 10 bo a person with porseverance
and positve thinking. | think that this change in me of becoming a positive person came from my son.
He suffers greatly during hs Ireatment but when you ask him what he prefers. School or Hospital he wll
say Hospital... AL the boginning | was worriod, then, | ralizod that my son i somoono that koops only.
the positive things and good moments. Everyone ks (0 aik o i at the hospital and he is ke a itle.
prince, he captures only those good times. Doctors and al the nurses passing by tease him and spend.
Some happy moments with him and when the nurses know that Cena i o be transused. they keep
bread and jam for him as they know he ke that. Hence he forgets all the pain he goes through. Each
e wo g0 0 the hospial. it s difficut {0 fin 2 good vein as he noeds (o be transfused every 3 woeks.
Ho goos through horrblo pain 1 a good vin for transtusion s found. Howover, Cona doosn't loso hoart
and teaches me so much every single time ho goes through il the pain that he has to endure.

The wonderfulteam a LUX* Belle Mare has helped me: | can be with my son every time during his
treatment.

Thoss hard times have not stopped me from performing in my work. | know tha there are ups and downs
and 1 am ready to confront the downs. | have become more confident and positive. | aays give the best
of myser: | aways say that there are people Iing worse than me. Let’s be thankful for what | have and
‘be couragoous. Whe | s0e on the net that billons of peopio are dying from starvation, pctures of
Vulturos waiting (0 at a woak chi, | say that 1 am lucky: wo aro kucky.™

These words from Sheilareall touched my heart. Sheilayou are an example for us al. your Courage s
extraordinary. Thank you for sharing your life o help us allead abetter ife n the service o others.

Sincerely Aways.

(@Y

17\
S Geedaqe

Paul Jones.

PS: We alljoin hands and pray for your son Cena.
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Type Preferences
Sheila Grenade

Jung Type Model

Energising

Extravert () s energised by the external workd of Introvert () s energised by their own intaral

people, activity and things. They tend to be
soclable and communicative and might disiike
‘extended periods of isolated thinking actvities.

‘world of thoughts, emotions and ideas. Can be.
self-absorbed in thought; can bemoreof a
private person.

Sea(5itends o lomuon by mhing o | nion 0 s to foomation oy seking

the fve senses. Therefore, (ocused on the eal,  the connections and nterrelations between

tangibleand practical sues. things and exploring the possibiies. Applies
Intultion,insight and wil be good at sporting

pattens, rends.

“Think T) makes decisions based on rational and
logical thought processes. Applies analyss
objective methods steering clea of subjectivity
of belng tainted by emations.

Judge U lves fein 3 planned and organised
‘way. They are highly methocical and
wallstructured and might get irfated by late
changes o thelrplans.

Parceive 7 ves e ina more lexible i

spontaneous way. Does not naturally ke to lan,
works best when decisions draw loseand
responds well 1o unexpected pressures.

‘The four Psychological references provides 16 Type Preferences. Your Type Preference is described as:

ER N (7 [

ENFPs have a preference for Intuition, which they primarily use externally and are stimulated by thele
Interactions with other people,ideas and possibities. ENFPs thus possess a realcreative flair which
they employ to make the connections that are not always Immedately apparent to others. A potentil
frustration for ENFPs and their co-workers however, s that they may often fail to see their ideas
through to completion instead choosing to focus their energles on exploring their next great idea.

Keenly aware o the possbilties around them, ENFPs will ormally provide  trong volce for change
and may often be the drving force pushing new changes through. ENFPs have a real disdain for
protocol, outine and structure and are most comfortable when working n fluid and changing.
‘environments. indeed, working I bureaucrati structures may have the efect of dampening their
creativy. Highly adaptable, ENFPs are able to readily change theirbehaviour o function more
effectively wth a range of people and across a variey of diferent contexts

Soclable and gregarious the ENFPs enfoythe company ofathersand oy
rlends with whor they demonstrate warmith and support o Amongst the many
ENFP I hele biltyto ampower thoe around them-They have xceptional sls n uncarstanding
how people work and motivating them towards  common purpose. Whan making deciions they use
their preference for Feeling primarily in an internal sense and will always consider the Implications of
any actionsthey take on those Indviduals personaly afected.
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Path4 Profile Report
for
Sheila Grenade
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Sheila, your natural profile is indicated by the line marked with squares on the graph below.
Note also the line marked with circles representing the Blended Profile that most nearly
matches your graph. Sixteen Blended Profiles are used as the baseline for interpreting the
combinations of the four basic factors. The information in the next section is derived from the
Adapter Blended Profile. Typically the more closely your graph matches this Blended Profile,
the more accurately the information will describe your natural behavioral style.
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Adapter Blended Profile M Sheila Grenade

FOUR FACTORS
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Adapters typically have a unique ability to adapt to the needs of their environment.
They are very versatile and can be very good team players.

Typleal Strengths

Adapters have a natural ability to evaluate the situation and adjust their style to work well with
others. They usually have a strong desire to please and so they are quick to devote their skills
wherever they are needed to get the job done.

IyDlalStrugglesien T 0T e P T T
Adapters may struggle with setting clear boundaries for themselves and others. They may
become so flexible that they have difficulty focusing their best talents on their work. When this
occurs they may feel a lack of personal success and an increase in stress.
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The VARK
Questionnaire
Your VARK Results

Your scores were:

« Visual 5

You have a multimodal learning preference. (AK)




