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Understanding Experiences of Moments of Supervisors
Introduction
In the modern workplace environment, senior management takes most of their time in resource planning and deployment while the supervisors being responsible for overseeing operations of corporations in their daily activities. Supervisors are in direct contact with employees in order to enhance effective working relationship (Hopkins, 2002). One of the main roles of supervisors is linking with workforce teams by offering support and guidance to the employees to enhance their delivery of service. One of the critical responsibility offering the desired support to the workforce to enhance their operations. In most cases, the employees encounter challenges in their service delivery that could be evaluated by examining the potential pitfalls that most supervisors find themselves trapped (Packard, 2004). Supervisors must demonstrate strong leadership skills in the workforce to deliver the much-anticipated performance improvement within the corporation by facilitating and offering support to the employees. Supervisors are critical in offering culturally appropriate direct services in support and guidance to employees through person-centred approaches that enhance in increasing performance and productivity within the firm-level and workforce levels respectively. 

Purpose of the Study
The purpose of the current study is examining the experience of supervisors in delivering services and working closely with employees in a firm. These supervisors find themselves trapped in interesting moments and in some other cases in a challenging environment or situations. To explore these aspects, the researcher conducted research involving a supervisor. 

Objectives
The research will evaluate the main objective which is: to explore the experiences of supervisors in delivering their services and one-on-one interaction with employees.

Research Question
The research question for the study is:
What are the experiences of supervisors with their interactions with management and workforce teams in an organization?
Literature Review
In an organization setting, there are different categories of people working towards the performance of the firm. However, their level and degree of interaction vary. For instance, management teams are tasked with the responsibility of making key decisions regarding resource planning and allocations (Hopkins, 2002). On the other hand, senior leadership teams are tasked with strategies that drive performance and competitiveness high.  The other critical category of people involved in the running of an organization is the workforce. In this study, the role and experiences of frontline supervisors were evaluated. Supervisors are an important category of people in an organization working together with workforce teams to ensure effective running of operations and services in the firms to guarantee performance and high customer satisfaction. 
From past studies, there are critical findings regarding the role of supervisors in an organization setting. According to Mor Barak, Travis, Pyun and Xie (2009) study, supervisors play a critical role in offering the much-needed organization support to the workforce to ensure smooth operations and clearly-defined performance trajectories. Packard (2004) noted that supervisors are also involved in checking quality controls, particularly in the service industry where quality could be expressed by customer satisfaction and loyalty of employees. From these studies, supervisors play a critical role in offering support to the workforce, ensuring that quality of services is notch-high to guarantee effective and efficient operations within the firm. Bridging employees to the management helps in facilitating effective performance (Hopkins, 2002). If the supervisor does not deliver the desired services, the organization will experience poor performance since there will be a gap in information and flow of operations in the workforce. Therefore, supervisors play a critical role in influencing performance and sustainability of an organization on the basis of competitiveness and alignment of an organization to its strategic goals. 
Method
The intention of the study was to investigate the experiences of the supervisors in the delivery of their services in an organizational setting. This study required an in-depth understanding of the valuable elements that influence the work of supervisors capturing the positive and negative experiences they encounter. To meet the study objective, the researcher adopted a qualitative research design. Qualitative research design becomes instrumental in the collection of in-depth data regarding a particular area of study through in-depth interviews. The interview was conducted with a supervisor who had more than 5 years of experience in a supervisory role. 

Findings
The supervisor interviewed was a supervisor at Hilton Hotels who had been exposed 9 years' experience in a supervisory role. The interviewee was aged 45 years with experience in the supervisory role in Hilton Hotels. The interview identified a number of findings. First, the supervisor believes that the role of supervisors is really demanding due to the complexity of role in the delivery of services. In the service industry, the supervisor noted that “Initially, I experienced challenging moments balancing between the needs of employees in the hotel and still maintaining the instructions from the management.” The supervisor believes the role could be challenging, but once a supervisor learns to effectively bridge employees with the management team, efficiency prevails and it turns out to be very interesting. 

The supervisors acknowledged that the most interesting moments in her supervisory role is when they are leading a highly motivated workforce and having supportive management teams. The supervisor claims, "My best moments are when I see the employees highly motivated and management team is offering the required level of support." The supervisor acknowledges also that her role could be challenging especially when there is ineffective management where there are poor information flow and lack of management support. She asserted that "there is nothing challenging like lack of management support since it affects one's level of morale and ability to motivate the employees while still offering the desired level of support." From these experiences, the supervisors experience interesting moments while in some other cases it could be challenging. 
Discussion
The results indicated that the supervisor's role is influenced by the ability to bridge management. Similar views are expressed by Packard (2004) who view supervisors as the architects and contractors of change due to their connection with employees and management. In his view, Packard explained that supervisors use conceptual and analytical skills to offer their services effectively in a firm. Additionally, the supervisor's role was identified by Packard (2004) to require effective use of interpersonal skills. To deliver effective services, supervisors must be interdependent of the management and workforce. Another study by Hopkins (2002) found that a supervisor's interpersonal interaction (leader-member exchange) and task assistance are important roles that help in directing the employees to key strategic goals. One of the important roles of supervisors identified by Hopkins (2002) is task assistance which defines the ability of supervisors to support job functioning. The task assistance includes work-related advice, conflict resolution in the workforce, instructions to supervisees. This role is critical for an organization to run effectively achievable through educating, developing and training workers on effective measures to perform their job-related tasks and promote a harmonious workforce. 

Support, training and learning activities are also important for the supervisors in their delivery of services by satisfying the social and emotional support to the workforce. On the emotional support, the supervisor must be able to solve conflicts, address emotional needs and other job-related stress management and mitigation. Listening to employees is critical for supervisors in order to ensure that their needs are adequately addressed (Hopkins, 2002). Through effective listening skills, a supervisor is able to link the needs of the employees and adequately ensure their issues are addressed effectively (Mor Barak et al., 2009). When the workforce needs are unaddressed, stress is introduced in the workforce resulting in a general loss of wellbeing. Interpersonal interaction is critical for supervisors to link effectively with employees by building a quality relationship between supervisors and the workforce (Mor Barak et al., 2009). These needs are addressed by task assistance or support both emotional and social. These forms of support are critical to employees since they influence satisfaction levels, motivation, commitment and job satisfaction. 
Conclusion
In the service industry, supervisors play a critical role in linking employees to management. These supervisors were found to play a role in task assistance to employees, solving conflicts in the workforce, interpersonal bridging of workforce needs to the management. Supervisors must ensure that social support, task-related support and emotional support are offered to the employees to ensure they are highly motivated and feel valued. The report has established that supervisors are instrumental in driving positive performance in the firm. The report recommends adequate training and support of supervisors by the organization to ensure they effectively deliver and motivate the workforce. 
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Interview Questions
1. How old are you?
2. [bookmark: _GoBack]How many years of experience do you have in a supervisory role?

3. Do you enjoy your work as a supervisor?
4. What are the most interesting moments in your work as a supervisor?
5. What is the source of these interesting moments?
6. What challenges do you face as a supervisor?
7. What are the sources of your challenges as a supervisor?
8. How do you address these challenges?
9. What can be done to improve the supervisor's ability to deliver services?

