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1. Introduction

As part of my placement at Novotel Liverpool, I spent some time working in the Leisure Club, particularly in Pool Operations. This department provides guests with access to a heated indoor pool, sauna, gym facilities and tailored wellness services. The department provides services to hotel residents as well as local members, with a focus on improving the guest experience by providing health and leisure facilities.

Before the placement started, I had three main learning objectives. First, I wanted to understand and contribute actively in the daily pool operations of a leisure facility. On the second hand, I intended to observe and reflect critically on the effective managerial practices and customer service. And finally, I aimed to improve my communication and problem solving abilities in a real Hospitality setting.
2. Section 1 – Role Reflection

Applying Schon's Reflective Practice Framework, and using the questions below, will allow me to reflect on my experiences during the events (reflection in action) and after they took place (reflection on action).  Schon's reflective practice model highlights the importance of professionals to reflect on their actions as it happens (reflection in action) and subsequently (reflection on action), in order to learn and improve future performance (Jones, 2024). It acknowledges that learning is often silent and that understanding evolves through doing, asking questions, and critically examining own experiences (Campbell and Ceau, 2023).

As a leisure assistant, I completed various tasks as part of the pool operations. These involved keeping the pool area clean and safe, carrying out routine water quality checks, assisting guests, and helping with reception tasks, such as booking swimming sessions. In addition, I assisted the leisure club manager, especially during peak hours.

Supervisors and managers in this department must possess a wide range of skills, including technical knowledge and interpersonal abilities. Leadership and task delegation are essential skills to organise staff responsibilities and maintain high motivation levels (CFI Education, 2025). Communication and teamwork are also essential to ensure operational consistency and meet guest requirements. Decision-making and problem-solving are equally critical in managing unforeseen incidents or addressing complaints in a timely manner (Sanders, 2024; Jhonston et al., 2012).

During a particularly day, the pool filtration system had triggered a malfunction alarm. The calm and firm response of the supervisor included the effective delegation of tasks, which included assigning me to limit guest access to the pool, while he handled the issue. This incident demonstrated effective leadership and team coordination. In contrast, on one occasion, a lack of communication and poor task delegation caused a shortage of towels between shifts, leading to guest complaints. The absence of a formal handover process, highlighted the impact of inefficient management practices on guest satisfaction.

When reflecting on my performance, I identified adaptability and willingness to learn as personal strengths. I regularly volunteered for extra tasks and was open to feedback. However, I initially found it difficult to maintain self-confidence in situations of high pressure. For example, when a guest slipped near the pool, I followed protocol, but failed to be assertive in dealing with the situation.

To address these areas for improvement, I have created a professional development action plan. In the short term, I intend to participate in training courses in first aid and communication (Carr, 2024). On the medium term, I plan to seek mentoring from experienced colleagues to enhance my decision-making abilities (CFI, 2025). On the long term, I aim to obtain formal qualifications in leisure management in order to gain a greater understanding of the operational and managerial aspects of my role (ASET, 2022).
3. Section 2 – Management Performance & Guest Service Analysis

The Leisure Club manager has embraced a democratic leadership style, encouraging staff participation in team briefings and decision-making processes. This approach, is in line with McGregor's Theory Y, as argued by Johnston et al., (2012), which assumes that employees are naturally motivated and have the ability to work independently. It was clear that this leadership style had a positive influence on team morale and operations, mainly in coordinating shifts and carrying out marketing activities.

The team followed the guidelines, in accordance with the industry standards, set by the Health and Safety Executive (HSE), which included using COSHH documentation for cleaning agents and regularly checking water quality, as suggested by the Pool Water Treatment Advisory Group – PWTAG (Health and Safety Executive, 2018). These measures made sure the environment was safe and hygienic for guests, which is in line with best practices in managing leisure facilities.

The organisational culture promoted by Novotel Liverpool is one of inclusion and continuous improvement (Accor, 2025). Referring to the themes in the Human Resources and Development module, I observed that teamwork was encouraged through regular staff meetings, employee recognition initiatives such as “Accor’s Heartists” and training opportunities. This supportive culture has contributed to employee satisfaction and improved guest interactions, as well (Accor, 2024).

Guest expectations were also managed and improved using targeted marketing strategies. For example, seasonal sales and family packages have been promoted through online channels and front desk displays (Tran, 2024), which reflects the best practices in the Marketing Essentials module. Furthermore, the staff actively requested feedback using feedback cards and online reviews, which served as a way to improve services to effectively meet guest expectations.
4. Section 3 – Guest Service Improvement Plan

During my placement, an issue that emerged as a challenge was the inconsistent availability of clean towels, especially during peak times. This was a recurring problem that had a visible negative impact on customer satisfaction, especially among the early morning swimmers, who often reported finding the towel racks empty. This issue is notable, as minor service gaps, such as a lack of towels, can influence the hotel guests perceptions on service quality significantly (Rahimi et al., 2022).


However, according to Wood (2013), even apparent minor deficiencies can damage the professional image of a Hospitality establishment and undermine guest trust in the services. With regard to service operations, a weakness in auxiliary services, such as towel availability, indicates poor planning and an inadequate understanding of the guest flow and peak demand. 


To address this issue in an effective way, I recommend a plan to improve things, in three steps. First and foremost, implementing a towel inventory tracking system would ensure an accurate monitoring of towel stock. All staff members should track towel levels after every two hours and take timely, steps to re-stock when necessary. Secondly, introducing a rota based responsibility program would assure responsibility and prevent supervision during shift rotation. This complies with industry best practice highlighted in the ASET guidance (2022), which highlights a focus on the proactive management of services and the efficient allocation of resources. Furthermore, guest feedback mechanisms, staff training up-skilling, should be improved to track improvement metrics success and to allow for constant service improvement (Abdulmatin et al., 2025).
 
All together, these measures are aimed not only to address towel issues, but also to improve the operations, enhance guest satisfaction and have a positive influence on the hotel's general reputation.

5. Conclusion

In conclusion, my placement at Novotel Liverpool's Leisure Club, offered me an invaluable opportunity to gain a practical insight on guest services operations. By applying Schon's reflective model, I critically evaluated my experiences and professional development. Also, I have successfully met my primary learning objectives by developing hands-on operational experience, examining the effective management strategies, and reinforcing my communication and problem-solving skills. This experience has not only strengthened my skills, but also confirmed my ambition to move into a leadership role in the Hospitality Industry.
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