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SECTION 1 REFLECTIVE ESSAY
1.0 INTRODUCTION
In the tourism sector the Spa and Wellness has a very important role to play . Day by day the popularity and awareness around wellbeing, balance of body and mind, nutrition and fitness are growing. People are more conscious about their wellbeing and life style. Body massage is becoming one of the most popular way for relaxation. We are having spa in every corner of the world and the competition is getting very high. Competitors are searching for new ways to satisfy customers’ needs. This industry has always fascinated me since I was an adolescent. I still remember those school days when I was always the first one to help for the sport day activities and I was always health conscious. My hobbies was doing Yoga, aerobics, stretching, dancing. Most of my time during school holidays was spent in the yoga center. Since very young I had this dream to work in the hotel industry and especially in the Spa. 

Since one year I got the opportunity to join the LUX* Belle mare team as the Spa & Wellness Manager. I’m in charge of 19 team members including the spa therapists, coordinators, fitness instructors and attendants. I report to the General Manager. LUX* Group have three hotels in Mauritius and three hotels which are managed by LUX*. We have hotels in Maldives, China, Reunion Island and Turkey.  
Having an outgoing personality and tremendous support of the management team and colleagues in a short time I was integrated in the team. The General Manager Mr. Ashish Modak is the ideal person with whom you can always learn and try new things. And this help me a lot to work on my creativity.  With the support of Antoine the Resident manager and Sheila the Room division manager I am enhancing my knowledge on upselling. 



SECTION 1.1
HOW TO REACH MY GOALS?
In this new role of mine I want to create my own identity, share my knowledge and experience with my team and subordinates. I want to be the person on whom they can rely on and trust at any time, grow and grow the people around me. I want to be more efficient in accounting, explore and prepare spa budget, understand the profit & loss sheet and have a better view of how to do future planning to maximize the spa revenue. Understanding the fitness process in details, how, why and when using different exercises. Knowledgeable about nutrition and wellness. A successful presenter who can manage a spa meeting, conference, seminar and win the attention of its audience. A person who can manage her time efficiently to balance her personal and professional life. Having good written communication skills for preparing memos, promotional materials, mails and reports.

SECTION 1.2
PERSONAL REFLECTIVE ANALYSIS

On the 10th of December 2004 I got a call from one of my school friend and she asked me if I was interested in joining the spa at Belle Mare Plage; a branch of Constance Group & Hotels. I was so delighted that I accepted the offer immediately as in the corner of my mind there was always that dream to be part of a spa. I was selected on the spot. She informed me that the job is only for 3 month for the high season. I was asked to join the team as from 14th of December 2004. I accepted the condition as it was the first step toward my dream. We were a team of 21 team members including the spa and fitness. In a short time I felt like being a part of the team and I am a quick learner so it was not difficult for me to learn the spa operation. 

I depict myself as being a self-discipline person, always punctual with no unnecessary sick leaves. I am so ambitious that I keep learning new things to ameliorate my day to day duties. I ensure that all guests entering the spa get a warm welcome and feel special. I am always the first one to help and support the team. One of my colleague had left the work without notice to settle down in England and the Spa Manager was confused how to cover the shift during this peak season when the Spa is full. Without any hesitation I accept to replace the shift for two weeks, starting at 09:00 am till 20:00pm.

My name was mentioned several times on Market Metrix (guest satisfaction survey) and trip advisor during 2 consecutive months. In the beginning of the third month I started feeling a bit sad as my contract was about to end and a new receptionist has been appointed to replace the one who had left. In mid-February 2005 I was called in the Human resource office and I was confirm as the spa receptionist. The words said by the spa manager still echoes in my ears, “Asha you are someone very ambitious and hardworking I am so happy having you in my team. I don’t want to regret losing a good team member like you. And I took a decision of keeping you and here is your new contract”. 

After 3 years of service I was promoted to Spa supervisor and I was sponsored by the hotel to take a beauty course for one year. Another step toward my dream. I got lots of skill during these phases of my work. I participated in different types of training and one among those was Supervisory skill and Effective communication and human relations. 
“Inaction breeds doubt and fear. Action breeds confidence and courage. If you want to conquer fear, do not sit home and think about it. Go out and get busy. “By Dale Carnegie

In this Supervisory skill course we had covered one topic called “what is leader?” Coming back to my workplace I started thinking how to use this in my daily work. Having the first opportunity was like winning a jackpot. Our team members was complaining about their roster. They felt there was no fairness in the roster. Some were having more of morning shift and some more of evening shift. So, I organizes a meeting and had a brain storming session with them. Listing all the possible solution to solve their issues. And we chose the one with more voting which was we do a pattern for everyone which consist of four evening shift, one morning shift and one off day. The team accepted this decision as it was a team decision, everyone got the chance to share their point of view and at the end it was a fair decision. Till now they are still using the same pattern in planning their roster. ‘‘Becoming a leader is not easy, just as becoming a doctor or a poet isn’t easy, and anyone who claims otherwise is fooling himself.’’ Warren Bennis, author and leadership expert

I learn and put in action a lot of supervisory skills under the guidance of my Spa Manager .In her absence she even give me chance to act as a manager. Attending morning meeting, looking after the day to day operations, controlling the stocks, following maintenance issues and checking the spa cleanliness. I was also in charge of team member’s welfare, planning get together, outing, dinner, sharing of gifts and celebrating team member’s birthday.  ‘‘Leaders come in many forms, with many styles and diverse qualities. There are quiet leaders and leaders one can hear in the next county. Some find strength in eloquence, some in judgment, and some in courage.’’ John W. Gardner, author of On Leadership (1990)

I was so happy and enjoying my work and following the path to my success that I completely ignore my personal life. My professional and personal life was clashing with each other. I realize at that stage that my weak point was time management.

March 2015 I was offered the post of Assistant Spa Manager due to my hard work and consistent strive in improving guest satisfaction, increasing revenues and assisting the spa team in the day to day operation. During the year 2016 together with the spa team we have achieved the yearly budget by 100% and the leading hotel audit by 90%.I was chosen by my General Manager to follow a workshop on Performance management & Appraisal which has help me a lot to develop my skill and broaden my knowledge on how to appraised my team members in a way to make them feel valorize and at the same time to make them improve. I was given a new responsibility, how to keep the scada on target. The Scada was a system to measure electricity. The Spa target was 85% monthly. I implement a checklist with all the areas we must check for opening, during the day time and when doing the closing. We switch off the steam room and sauna during the day when there is no guest. To avoid guest complain, we inform our guest upon entering the spa that we will switch on the steam room and sauna, it will take fifth teen minutes to warm up. Twelve months consequently we were under target, we help the resort in saving cost of electricity. The Spa has been awarded with a certificate for saving energy. Challenges was helping me to grow and learn. How to manage cost was my last challenge at Belle Mare Page Hotel. Checking all items before ordering, making the team members conscious about wastage on the products we use to perform our massages and treatments and unnecessary printing. Till the second quarter we were succeed to maintain the cost and even achieve the second quarter revenue target. The day I had to present my project before a panel are juries was very tough, it was very obvious I need to practice to build upon  my train the trainer skills. Practice make you perfect, you can’t choose any other option.

SECTION 2.0
MY GOALS 
2.1 ANALYZING MY PERSONAL DEVELOPMENT PLAN
Analyzing my personal development plan these particular areas was identify as areas for improvement and what method I will use to work on my weakness.

2.1.1 INCREASE AWARENESS OF FINANCE IN OPERATION
The Financial Controller Mr Patrick Juliette   is coaching me on financial aspect to have a better understanding of the spa budget, revenue and profit & loss.

 2.1.2 KNOWLEDGE IN FITNESS AND NUTRITION
Recently I got the opportunity to participate in a nutrition workshop sponsored by the LUX* group by Grace Van Berkum which help me understand about nutrition and its benefits on health and wellness. How nutrition can heal our mind and body and help us to be happy. 
“We are living beings so it only makes sense to eat live foods”. By Grace Van Berkum.

Mr. Patrick Mooken the Wellness Concierge, he has a solid background in both, fitness and therapy. He has been professionally involved in the fitness industry since 1988.Working closely with Mr. Patrick Mooken and his team is giving me a real view of the fitness activities. I can feel more confident while talking about fitness and its benefits now. Sooner I will participate in a yoga paddle workshop in LUX* BELLE MARE which will enhance my knowledge in wellness.


2.1.3 IMPROVEME MY WRITTEN COMMUNICATION IN ENGLISH 
Working with the team of LUX* BELLE MARE, I realized that I need to work on my written communication. I was amazed to read their mail and was touched by the way they reply to the guest queries. You can feel that warmness in their words. I enroll myself in a written communication course which will start shortly. In the meantime Belinta the assistant to GM is assisting me to reply to our guest queries.

2.1.4 TIME MANAGEMENT 
Being someone very ambitious I tend to give my professional life more time than my personal life. I always end up my day in my workplace .Being an activist as per the Honey & Mumford personality test I always take commitment without thinking about the plan I have for my family, friends and its consequences. My challenge is to be able to balance my personal and professional life without affecting my work or my family. One more factor which will help me to balance my work and personal life is delegation.  I intend to do everything myself whereas I can delegate it among my team members. Administrative work like recording of sick leaves, local leaves and product stocks I can share it with the spa coordinator and that will help her to grow which is one of my mission. Recently I had a situation where I find myself struggling to meet the deadline to send the monthly reports to human resources and finance department. My plan not to face such situation in the future is delegating with my team members.

3.0 CONCLUSION
From my VARK study, being understood I’m a Kinesthetic I can clearly understand why I always try to do everything myself. I must admit that the best way I learn is DO IT. Using the tools like VARK and Honey & Mumford I am sure I can develop my skills and be better and better. With my experience and new learning tools I am confident I will be a good leader who can manage her professional and personal life efficiently and support her team.
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SECTION 2     APPENDIX

1. CURRICULAM VITAE


PERSONAL DETAILS
First name: Asha
Surname	:   Domun
Address	:   Royal Road Providence Quartier Militaire
Contact no.: (+230) 59435789
E-mail address: asha.1804@hotmail.com

PROFILE SUMMARY
Results focused Spa Manager with the drive to succeed and develop strong professional teams focused on service and goals. Experience in team leadership, administrative oversight and business management. 

PROFESSIONAL EXPERIENCE	
Spa Manager			                                          From: October 2017          	To: Present
Lux* Belle Mare Spa (12 treatment rooms and 19 team members)

· Spa & Wellness department’s operation (19 team members which consist of Massage therapists,  Spa Attendants ,Fitness instructor ,Spa coordinator  and 12  treatment  rooms)
· Train, Manage and support the spa team and is I am also involved in the recruitment process
· Ensure a proper flow of product in our retail shop ensuring that they are all sold out before expiry date. Doing inventory every month, replacing all sold product on a daily basis and order new stock.
· Coordinate marketing promotions with the resort and spa management –Implementation of spa promotion during low season and wellness events. 
· Prepare annual budget and participate in monthly reviews with Finance Team

· Ensure standards are followed and also work together with the quality assurance manager should there be any amendment. Working on new standard operating procedure for opening and closing of the spa.


.  
Assistant Spa Manager	
		                                                                                   From: March 2015      To: September 2017
Constance Belle Mare Plage Hotel (12 treatment room and 22 team members)

· To manage the day-to-day operations of the spa with a capacity of 12 treatment room and 22 team members.  Ensuring all team members contribute to creating a warm, friendly and professional atmosphere to welcome guests.
· Leading and training the therapy team (12 team members). In providing high standards of efficiency, professionalism, conduct and customer care. Achieved leading hotel audit target of 90%.
· Maximizing all sales opportunities and revenues. Implementation of welcoming and departure voucher. Achieved spa budget 2016 by 100%.

Spa Supervisor    
                                                                                                           From: January 2008 to: February 2015               
       Constance Belle Mare Plage Hotel (12 treatment room and 22 team members)                                 

· Supervise Spa operations: Ensuring all Team Members contribute to creating a warm, friendly and professional atmosphere to welcome guests. 
· Update promotional vouchers to enhance revenue in low season – meaning when the spa is not full. Spa promotion flyers are send in all guest room, in the hotel lobby, in all main areas.
· Responsible for handling employee discipline and rewarding valuable employees. Achieved 100% on the employee satisfactory survey.
· Developed the weekly work schedule in conjunction with the spa manager. Awarded employee of the month.

· Spa Receptionist                                       From: December 2004        To :December 2007
      Constance Belle Mare Plage Hotel

· Responsible for opening and closing of the spa as per standard operating procedures. 
· Acknowledge and greet customers who enter and leave spa facilities – keep a clear guest record, duly fill the logbook daily with all guests’ comments .Assist guests upon arrivals and departures and extend a warm approach.
· Responsibilities of providing spa details. Spa packages, treatments discounts, services, promotions and features of facilities.
· Cleanliness and Hygiene responsibilities. Maintaining a clean, safe and well organized working environment. 
· Promote and maintain highest level of service that meets customer satisfaction. Has been mentioned a few times in trip advisor 




EDUCATION AND QUALIFICATION

· Basdeo  Bissoondoyal  College	
· School Certificate - 1998





CERTIFICATES
· Robin banks mind power training – 2018 – LUX* BELLE MARE   
· Performance management & Appraisal workshop – 2016 - Constance Belle Mare Plage
· Creating growth and profits (Spa management seminar) -2015 - Constance Belle Mare Plage
· Bright 2: Manager Development programme – 2015 - Constance Belle Mare Plage
· ISO 22000:2005 FMS Foundation training -2015 - Constance Belle Mare Plage
· Influencing with assertiveness communication workshop – 2015 - Constance Belle Mare Plage
· Enterprise risk management – 2014 - Constance Belle Mare Plage
· Dale Carnegie course: Effective communication and human relations / skills for success -2014
· Employee of the Month – 2013 - Constance Belle Mare Plage
· Bright 1: Supervisor development programme – 2012 – Constance Belle Mare Plage
· Train the Trainer programme – 2011 – Constance Belle Mare Plage
· Beauty Therapist certificate (Complexion beauty school – Quatre Bornes) - 2006
· Telephone Etiquette: Les grands principes telephoniques - 2006 - Constance Belle Mare Plage

SKILLS
· English: Fluent in speaking and writing
· French: Fluent in speaking and writing
· German: Intermediate 
· Chinese: Basic

ACTIVITIES & INTEREST
Swimming, Climbing Mountain, yoga, Zumba, Travelling, Discover New Culture 



2. JOB DESCRIPTION
SPA MANAGER


Responsible to	: 	Hotel General Manager
Responsible for	:	Spa Team Members 
[bookmark: _Toc67453805]		
objectives Summary
· Ensure that the highest standards of LUX*ME are adhered to, provide efficient and courteous services to our guest and colleagues by promoting the overall philosophy of the Spa and Wellness.
· Drive financial direction of the spa, maximizing all opportunities and resources.
Manage team members, operations, and performance of the Spa, ensuring luxury resort’ Spa quality programs and customer service, facilities, and services

GENERAL MANAGER
SPA MANAGER

SPA THERAPIST

FITNESS INSTRUCTOR

SPA COORDINATOR & ATTENDANT










Areas of responsibility
· Provide leadership, direction and support to the Team Members at the Spa and develop a highly motivated team.
· Responsible for the quality of service and maintenance of the spa products and inventory.
· Monitor progress of guest satisfaction verbally or by administering/ analyzing guests details reports, practice immediate- or within 24-hour follow up. 
· Review the monthly budget with the financial department. 
· Does promotion in order to meet our monthly target.

· Assist payroll and ensure a cost effective wage structure based on productivity and efficiency.
· Develop an annual budget and business plan for the Spa
· Review monthly target with the sales and marketing team who assist us in doing advert and promote the spa.





· Integrate the Spa within the resort’s marketing strategy to ensure ongoing representation of the Spa, both internally and externally.
· Liaise with Training department and Group Trainer in developing an annual training plan and ensure that all employees are trained and developed to meet the needs of the business.
· Conduct daily briefing and provide an effective structure for communication within the Spa at all levels.
· Unsure that professional standards and hygienic practices are met by the team
· To maintain a safe and hazard free environment for all staff members and promote safety awareness at all times.
· Conduct regular meeting with the team in regards to how we can enhance our service and find ideas to motivate guests to return back.
· Conduct performance appraisals as required, this include observation of weekly schedules, attendance sheets, sick leave and holiday arrangements. . 
· Serve and support other departments through activities that promotes wellness and healthy living.
· Ensure all activities are carried out honestly and ethically. Good practice is applied to all issues in relation to team member and ensure that all human resources policies and procedures are followed.
· Attend daily briefing and all formal meetings required by Management.
· Stay in contact with competitors and always share ideas – attend joint seminars.

SOP COMPLIANCE AND QUALITY ASSURANCE

· Verifies that all delegated duties are carried out in accordance with the Hotel’s standards    and checklists, and with Management instructions.
· Conducts frequent spot-checks within the Spa section, with regard to procedures and service, and reports to the Hotel General Manager.
· Ascertains the implementation of all standard operating procedures and monitoring their professional execution.


SKILLS & ABILITIES 
· Human resources skill 
· Treatment techniques  
· Other wellness related knowledges: fitness, activities, nutrition





3. TRAINING NEEDS ANALYSIS
		TRAINING NEEDS ANALYSIS

	What am I good at?

	Communicate well with team and guests have a very good emotional approach

	People management

	Work well under pressure

	Very good at implementation and ensuring that process are being followed

	Good knowledge of spa booker ( Spa booking calender )

	 

	What do I need to work on?

	Afraid of talking in front of public

	Not good in writing mostly formal mail

	Time management - Couldn’t balance my professional and personal life

	Undertstand financial aspect in more details

	 

	 

	What could help me along?

	Possibility of career growth

	Possibility to learn and uplift my academic knowledge

	 

	 

	What might stop me

	Lack of time

	Demotivated due to lack of support from mentor or unavailability of mentor

	Work pressure

	 

	 

















4. PERSONAL DEVELOPMENT PLAN


		Development Need Identify
	Development Objectives
	Method
	By Whom
	By when 
	Review

	Increased awareness of finance in operations

	In order to understand the key financial drivers of the day to day operations
	One to one training with the Finance department
	Patrick Julliette and Rajesh Veerasamy
	30th January  2019
	Report checking for the 2nd Quarter on end of January 2019

	Improve my written communication in English
	In order to write and reply to emails in a formal way
	Will join the next course - Effective English writing.
	By British Council 
	July  2019
	Certification exam 

	Presentation Skills
	To improve my training skills to be able to deliver better training by using efficiently all tools such as power point, flip chart, games
	Doing presentation every month on a particular topic for the spa managers meeting for the LUX* Group
	Myself
Kerensa – Group Spa Manager
	April 2019
	Feedback on a monthly basis by my colleagues & Kerensa 

	Time Management
	In order to be able to plan better and also have a balance between professional and personal life
	Course delivered by British council on time management
	British Council
	October 2019
	Certification upon completion of course 

	Knowledge in Fitness and nutrition 
	In order to better manage the fitness and wellness department
	Shadowing the wellness concierge.
Attend nutrition workshop

	Patrick Mooken –Wellness concierge
Grace Van Berkum workshop (nutritionist)
	15/09/2018-6/10/2018 – Workshop with Grace Van Berkum
Wellness concierge -15/10/2018
	Performance review 31/12/2018 
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