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[bookmark: _xii3awdzvgir][bookmark: _Toc192026756]Introduction 
Novotel has been underscored for its commitment to delivering exceptional experiences for its guests through high standards of service. Considering the guest service operations, the business focuses on providing high-quality services to maintain the experiences of its guests.
Learning Objectives:
· To gain an understanding of the roles of a supervisor within the hospitality sector.
· To develop communication skills to balance customer satisfaction and managerial responsibilities.
· To enhance technical skills and team working skills within various operational departments of Novotel.
[bookmark: _zxpirxpdwti][bookmark: _Toc192026757]Section 1: Reflection on Experience and Personal Development
Considering my experience of shadowing, I had gained an opportunity to assist in supervisory roles within various departments that include Housekeeping, and leisure clubs. My overall responsibilities required me to ensure that the service standards of their guests were met and to understand the challenges faced by the supervisors. Within the segment of Housekeeping, I have observed how the supervisors ensured the standards of cleanliness and guests were met within the facility. Moreover, the Maintenance department had introduced to me the importance of timely repair to upkeep the satisfaction of the guests. Within the Leisure Club, I assisted in monitoring the safety of the guests to ensure that the facilities were maintained in prominent condition and addressed the inquiries of the guests. The supervisor's role in the events department includes planning and executing multiple corporate events and conferences with a focus on team coordination and ensuring attention to detail to complete the events (Bowdin et al. 2023). I had observed that I had faced a challenging situation when the room at the last minute had caused a delay during the check-in period. Being the supervisor who had handled the situation by communicating with the front office staff I had further ensured that the rooms were prepared.
Primarily, I had felt overwhelmed and excited considering the rapidly evolving hotel dynamics. I was eager to learn about my responsibilities as a supervisor but was aware of the challenges in ensuring a smooth operation. However, with the progress I had become confident in my decision-making abilities handled inquiries of guests and supported the team within the busy schedule, which could be evaluated through the use of Schon's Reflective Practice Theory. This theory focuses on analysing the experience of an individual throughout their course of action to improve their understanding (Tan et al. 2023). Considering this, the application of this approach has helped me generate confidence to handle the interaction of guests effectively. At the end of this professional journey, I felt prepared for my supervisory role and underscored the role of clear communication to make rapid decisions within a pressure situation. Moreover, the overall experiences have projected various positive impacts in consideration of my skills in leadership and communication. One of the most important aspects that I have observed is the importance of communication abilities. Communication skills play a crucial role within the hospitality sector, helping employees coordinate the briefing of staff before the shift process and ensure a prominent delivery of services (Khoa et al. 2023).
The overall experience has helped me cater to the significance of the skills based on my technical expertise within the hospitality sector. Therefore, being the supervisor, I should be versed with the policies of the hotel with their hygiene regulations. Moreover, a supervisor should be versed in various strategies for workforce management which ensures a higher standard of operations within a work environment (Msuya and Kumar, 2022). Being the supervisor at the hotel, I was required to balance my interpersonal and leadership abilities to effectively coordinate with the teams. The operations that are based on customer services could be evaluated using Maslow's Hierarchy of Needs Theory. This theory focuses on the psychological and safety needs of customers to provide them with quality services (Rojas et al. 2023). Therefore, the understanding of this theoretical perspective has helped me undermine the impacts of service quality to enhance the satisfaction of the guests. Therefore, reflecting on the overall value of personal and professional development, I have observed how previous customer experiences have contributed to the understanding of the operations of guest services. My role within Novotel has helped me quickly adapt to the interaction of guests and resolve a situation of conflict.
[bookmark: _l26hhmfho2vd][bookmark: _Toc192026758]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
My overall learning process could be evaluated through Kolb's Reflective Model. This model acts as a structured approach through four significant stages consisting of concrete experiences, reflective observation, active experimentation, and abstract conceptualisation (Idkhan and Idris, 2021).
	Stages
	Description
	Reflective Analysis
	Example

	Concrete Experience
	Shadowed supervisors in various departments, observing communication, problem-solving, and team coordination.
	Being directly involved in these scenarios allowed me to witness firsthand how leadership and decision-making play a crucial role in maintaining guest satisfaction.
	This experience also highlighted the fast-paced nature of hotel operations and the importance of adaptability in handling unforeseen issues.

	Reflective Observation
	Analysed how supervisors managed guest complaints, delegated tasks, and ensured service efficiency.
	Reflecting on these observations makes an individual realise that leadership within a professional setting requires a balance between authority and empathy (Fanthorne, 2004).
	I saw that supervisors who engaged with their team in a supportive and communicative manner were able to create a more efficient and motivated workforce.

	Abstract Conceptualization
	Connected observations with theoretical frameworks such as Tuckman’s Team Development Model and Herzberg’s Two-Factor Theory.
	These theories helped me make sense of the team dynamics I observed.
	Understanding these concepts provided a structured way to analyse the behaviours and strategies I encountered in practice.

	Active Experimentation
	Applied insights by assisting in minor supervisory tasks, such as guest inquiries and team coordination.
	By actively engaging in these tasks, an individual can develop greater confidence in decision-making and problem-solving (Martin, 2020).
	This experience reinforced my understanding that effective leadership requires not only technical knowledge but also strong interpersonal skills and the ability to remain calm under pressure.


Table 2: Kolb’s Reflective Model
[bookmark: _eu11la45xlth][bookmark: _Toc192026759]Section 3: Reflection on Organisational Issues
The enhancement of skills within a diverse work environment could be evaluated using Tuckman's Team Development Model. This model segments the development of teams through four significant stages consisting of the forming stage in which the hierarchies of the roles are clarified (Zirar et al. 2023). Moreover, within the storming phase, the challenges within the team are identified comprehensively (Agrawal et al. 2024). Adhering to this model has helped me appreciate how effective leadership focuses on teamwork abilities for the employees within a situation of high pressure. I have observed that another significant strength I have developed was the opportunity to enhance my skills in problem-solving. Within a busy work culture such as a hospitality-based organisation, employees could sometimes face delays in effectively delivering tasks (Wood, 2013). I have observed that these delays within a busy period could arise due to miscommunication between different departments. For instance, during my role as a supervisor within the Novotel Wembley, there had been miscommunication among the front office and waiters which led to a delayed arrival of refreshment during a corporate meeting. Therefore, being the supervisor, I had to quickly evaluate the situation and ensure that the services were restored rapidly. This underscored the importance of proactive management with the nature of adaptability.
[bookmark: _jfn5u6cg00m3][bookmark: _Toc192026760]Conclusion and Action Plan
Conclusion:
Therefore, shadowing the overall experiences has helped me enhance my understanding of the skills required within a professional setting with the standards of guest services. Moreover, I adhered to the importance of leadership and problem-solving skills to be an important function to enhance myself as a supervisor within the competitive hospitality sector.
Action Plan:
To develop my skills in the future, I intend to,
· Undertake leadership training to refine my decision-making process.
· Procure practical experiences in the operations being conducted within the hospitality sector.
· Improve my time management abilities by considering a structured training process.
· Enhance my communication skills through enrolment in professional and academic workshops. 
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