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Introduction
My placement took place at Delta Hotel by Marriott Newcastle Gateshead. I worked in the Leisure Club department, which offers facilities such as a gym, pool, sauna, classes, and beauty and hair salons (Marriott International, 1996-2025). These services are used by both hotel guests and local members, so the department must always give high standard of service. 
During my 10 weeks of placement, I learned a lot about how the team works and how guest satisfaction depends on good management and teamwork. In this reflection, I look at how leadership style affected staff motivation and guest experience, and how I can use what I learned from the Management and Organisational Behaviour module in the future.  
Department Reflection
During my placement I worked with a small friendly team. The manager, Lauren, was responsible for leading the team and making sure all standards were followed. The reception staff included Mark, Ben, Alex, Lee and Joe, cleaning lady Sarah, Julie worked in the beauty room and a male stylist in the hair salon. The Leisure Club welcomed hotel guests and local members, and most of them were kind and polite. 
My daily role was shared between all employees on shift; we rotated our duties to make sure all areas were covered. For example, I was responsible for checking and cleaning the ladies' changing room, wiping down the gym equipment and machines and ensuring the main gym was clean and safe. While I was doing these tasks, another team member on shift usually Mark, worked behind reception desk in Leisure club scanning members’ cards, selling towels or drinks, and answering the phone for bookings and other queries. Once I finished my checks, we swapped roles, I went to the reception desk while Mark cleaned the sauna, pool area and men’s changing room. After all checks were completed, we both stayed at reception to assist guests and members. Hotel guests received a free towel, while members paid 60p per towel. 
Teamwork and task rotation are important in hospitality because they help staff stay flexible and understand how different roles connect in guest service (Walker, 2021). Mullins and Dossor (2013, p. 351) explain that effective teamwork not only improves service quality but also reduces conflict between departments. I noticed this during my placement, where all team members supported each other to keep the Leisure Club running smoothly. 
Key Issue Observed
One situation that stood out to me was when a member reported that the shower water was not cold but just warm. Mark quickly told the maintenance staff and went straight to check the issue. This showed me how fast communication can prevent guests' complaints and improve satisfaction. Another situation happened when Lauren told Alex that he had missed doing his daily checks on some days. This was serious because missing checks could affect cleanliness and guests noticed, it could lead to complaints or poor reviews. 
These experiences helped me understand how leadership and communication influence the team’s motivation and efficiency. As Wood (2013) explains, effective leadership in hospitality depends on clear communication and mutual respect, as these create a positive workplace culture. When I saw Lauren speak strictly to Alex, I felt sad for him, because I knew how tiring and busy the shifts could be. I offered to help him complete his checks faster, which made me feel part of the team and more responsible for service quality. 
Reflection and Learning
During my Level 4 Front Office placement, I focused on the basics of guest service, including communication, professionalism, and time management. This learning helped me understand how important it is to meet guest expectations and create a positive first impression (Walker, 2021). Although I often felt nervous when guests complained at that time, I developed confidence in handling guest interactions. Now, in my Level 6 placement, I am applying stronger leadership and teamwork skills, showing how my focus has shifted from basic guest service to understanding how leadership and staff motivation affect service quality. This experience showed me that good management and teamwork are essential for guest and staff satisfaction. When Mark fixed the shower issue quickly, it demonstrated effective leadership and problem-solving (Johnston, Clark and Shulver, 2012). In contrast, Alex missing his checks highlighted how low motivation and weak supervision can lead to service problems.
In my previous Hotel Administration and Front Office assignment, my lecturer noted that I reflected well but needed to link theory more clearly to real practice, especially in areas like teamwork, communication, and problem-solving. I have applied that feedback in this report by not just describing my experience in the Leisure Club but also showing how it connects to academic models and industry expectations.
I could understand my team’s behaviour better because of what I studied in the Level 5 Management and Organisational Behaviour module, where we learned that leadership style directly influences employee motivation, confidence, and teamwork. Lauren’s leadership style sometimes felt autocratic, meaning she gave clear direction. According to Lewin’s (1939) leadership theory, this style can be effective for maintaining control but may reduce staff motivation (Wood, 2013). This matches the view of Mullins and Dossor (2013), who state that leadership in hospitality must balance authority with emotional support to keep staff motivated and engaged. Seeing Alex discouraged after being spoken to strictly helped me understand how communication style affects morale.
I also learned that work-based learning placements help develop professional and communication skills, which are vital for hospitality careers (Haag, 2013). Being part of a real hotel team helped me understand how theory connects to practice, especially when managing guests’ expectations and teamwork challenges.
Since my last placement, Delta Hotel has had some changes. Justina became General Manager, and Sarah moved to a Multi-Property Manager role. Mark told me these changes did not impact the Leisure Club team, showing good communication from management. The hotel has also had new ownership, and small improvements like new carpets and gym equipment have already been made, which help create a nicer environment for guests and staff. 
Three-Step Improvement Plan
Based on my experience and what I learned from theory, I believe the following three steps could improve teamwork, motivation, and guest satisfaction in the Leisure Club: 
Regular Team Meetings - managers could hold weekly meetings to share updates and discuss issues openly. This aligns with democratic leadership approaches and supports open communication (Walker, 2021). This could improve teamwork, reduce mistakes, and make staff feel more involved. 
Recognition and Feedback System - introducing a small reward or employee of the month system would help staff feel valued and motivated (Hezberg, 1959). This could have an impact on higher staff morale, better performance, and stronger commitment to cleanliness and guest core.
Training on Service Operations and Communications - Providing training sessions about guests handling, motivation, and problem-solving would help improve efficiency and service quality. As Johnston, Clark and Shulver (2012) note, service quality improves when teams are trained and processes are continuously improved. This could    have an impact in faster problem resolution, better teamwork, and improved guest satisfaction. 
Conclusion
My placement at the Leisure Club in Delta Hotels by Marriott helped me understand how leadership, teamwork, and communication affect guest service. I saw that when managers use supportive and open leadership styles, staff feel more motivated and deliver better service, which improves the guest experience. However, I also noticed how strict or unclear direction can reduce motivation and lead to service issues, like when daily checks were missed.
My Level 4 Front Office placement helped me build basic communication and guest service skills, and at Level 5, the Management and Organisational Behaviour module helped me understand how leadership style influences how people feel and perform at work. This knowledge helped me notice why Alex lacked motivation after being corrected in a strict way and why it’s important for leaders to balance authority with empathy (Mullins and Dossor, 2013). 
To improve teamwork and service quality, I recommended weekly team meetings, a recognition and reward system, and better training on service operations and communication. This placement has helped me grow both academically and professionally, and I feel more prepared for future management roles in hospitality.
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