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Introduction 

This reflective journal analyses my 10-week placement at the Delta Hotels by 

Marriott Newcastle Gateshead Leisure Club, using Gibbs' Reflective Cycle (1988) as 

a framework. During the placement, I spent five weeks in the Leisure Club, gaining 

valuable insight into its guest service operations and daily management. 

The Leisure Club features a large and small fitness centre, an indoor pool, and two 

salons offering a range of wellness and beauty treatments. It also provides 

one-to-one personal training sessions, fitness classes, and exclusive membership 

benefits, such as discounts on salon treatments and restaurant dining. 

My Learning Objectives: 

●​ Develop a comprehensive understanding of the Leisure Club’s daily customer 

facing operations and the role of its management. This included organising 

and maintaining fitness activities and equipment ensuring compliance with 

health and safety legislation. 
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Section 1: Reflection on Experience and Personal Development 

Initially, I felt confident handling routine tasks such as welcoming and scanning 

members, booking fitness classes, and managing towel hire. However, I felt 

discomfort and anxiety when enforcing policies, fearing that guests would see me as 

unhelpful or unaccommodating. This hesitation affected my confidence in delivering 

information assertively. Côté and Miners (2006) emphasise the importance of 

emotional intelligence in workplace interactions, particularly self-awareness and 

emotional regulation when handling difficult situations.  

A particularly challenging experience occurred when a mother arrived at the Leisure 

Club with two young children, excited to use the pool. I had to inform her that, 

according to safety regulations, only one adult per child under five was permitted in 

the water. Seeing her disappointment and frustration made me bad - I wanted to 

provide excellent service but also had to prioritise safety. This internal conflict aligns 

with McLeod (2023) originally proposed by Festinger (1957), cognitive dissonance 

theory, which explains the tension between meeting guest expectations and 

upholding strict safety policies. 

Recognising my need to improve in this area, I sought advice from my manager. She 

posed a thought-provoking question: "Would you rather have a mother upset 

because of a rule or a mother facing a tragedy because she couldn't keep her 

children safe?" This perspective reshaped my approach. I understood that enforcing 

policies professionally and confidently is not about denying service but ensuring 

guest safety and well-being.  

Moving forward, I feel more confident in declining a guest when necessary. I will use 

positive language and explain my reasons (Mcfee, 2024), in this case prioritising 

health and safety concerns and offer alternatives (Ibid), maybe returning with a 

partner or bringing one child at a time. 
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Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 

My placement at the Leisure Club reinforced Herrity’s (2024) statement that “To 

succeed in the hospitality industry, you need to have a strong set of soft skills and 

the ability to learn any technical skills that apply to your particular workplace”.  

I used soft skills such as adaptability and communication, essential when interacting 

with the diverse users of the Leisure Club. Corporate users on weekdays expected 

efficient and professional service, whereas families and leisure users at weekends 

required a more relaxed and welcoming approach. Additionally, with members 

ranging from month old babies to an 86-year-old, I had to adjust my communication 

style accordingly.  

Attention to detail  and problem solving were other critical skills that I refined. An 

inefficiency  I encountered was the Leisure Club’s towel distribution system, which 

failed to meet demand during one of my shifts, negatively impacting users' 

experience.  At first, I was hesitant to say anything as a new team member, but 

reflecting on Kotler et al.’s (2017) argument that service quality relies on efficient 

operations, I recognised the value of proactively addressing inefficiencies. I 

suggested washing towels in-house to bridge the gap between deliveries, improving 

availability and enhancing guest satisfaction.  

I also developed key technical skills related to health and safety compliance, 

equipment maintenance, and risk management. Ensuring compliance with HSE 

(2024) guidelines was essential to safeguarding members’ well-being. One of my 

responsibilities was monitoring and recording the swimming pool’s pH levels to 

maintain water quality. This seemed like a routine task, but after learning about 

health risks of imbalanced pH level (Elite, 2023), I gained a greater appreciation of 

its role in risk management and completing detailed reports, crucial for ensuring 

accuracy, accountability, and compliance.  Failure to follow these protocols could 

lead to serious health risks and legal repercussions under the Health and Safety at 

Work Act (1974). This aligns with Weick’s (1995) concept, where meticulous 

documentation and adherence to procedures help reduce risks and enhance 

workplace safety.  
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Section 3: Reflection on Organisational Issues 

A significant organisational issue occurred when a leisure club member sustained a 

severe burn in the sauna due to a faulty light fixture. Recent fluctuating weather 

conditions likely affected the fixture’s stability. Despite an external maintenance team 

reportedly repairing the issue, the malfunction persisted, leading to the fixture 

dislodging and falling onto the member’s thigh, causing immediate blistering and skin 

removal. First aid was promptly administered and the duty manager alerted who 

documented everything procedurally. This disrupted operations as staff shifted from 

routine tasks to emergency response and reporting (Strawser, 2025).  

I recognised  the pressure on managers to deliver their day-to-day services may 

leave little time for medium-term operations improvement activities or longer-term 

strategic thinking (Johnston et al., 2020). 

I questioned if the incident would raise concerns about guest safety and operational 

efficiency. Under the Occupiers’ Liability Act (1957), hotels must ensure a safe 

environment, and service failures of this nature could lead to liability claims (Tow, 

2021).  

I wondered if my associate mentioning the external repair risked exacerbated liability, 

demonstrating the need for crisis communication training. Both Weiner (1986) and 

Kwortnik and Han (2011) report guests assess service failures based on perceived 

responsibility, with negligence leading to dissatisfaction and reputational damage.  

This experience also made me appreciate the importance of a proactive 

maintenance strategy (Womack and Jones, 2003). Relying solely on external 

contractors introduces accountability gaps. Therefore, internal safety inspections 

could be conducted regularly to identify potential hazards. Additionally, Deming 

(1986) too, advocates for continuous improvement, reinforcing the need for 

structured preventative checks and real-time maintenance tracking. 

Furthermore, I learned by integrating risk management and service recovery 

strategies (Williams, 2024), the hotel can protect its reputation, and maintain guest 

trust (Jeong and Lee, 2017). For instance, immediately after the incident, 
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management could offer the affected guest a personal apology, complimentary spa 

treatments, or a discounted future stay as a goodwill gesture (Ting, Egger, and 

Perumal, 2025). Moreover, clear communication, such as sending an email update 

on safety improvements, reassures all users that action has been taken. This also 

aligns with Coombs (2007), who emphasises that swift and transparent 

communication helps prevent reputational damage and rebuilds guest trust. 
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Conclusion: Key Insights and Future Professional Practice 

My placement at Delta Hotels by Marriott Leisure Club has developed my 

work-based skills such as adaptability and communication, which are essential when 

interacting with the diverse users of the Leisure Club. Technical knowledge, 

specifically regarding pool water chemistry, and gym equipment maintenance has 

been substantially enhanced. I gained practical insights into the crucial balance 

between delivering exceptional customer service and maintaining operational 

efficiency. This was achieved through ensuring strict compliance with health and 

safety regulations, including actively ensuring users adhered to health and safety 

guidelines for their own and others' well-being, and managing challenging situations 

with professionalism and composure. 

Additionally, I deepened my understanding of risk management and the operational 

challenges that arise in hospitality settings. The sauna incident highlighted the 

importance of proactive maintenance and effective crisis management, 

demonstrating how service failures can impact guest trust and a hotel's reputation. 

This experience emphasised the need for continuous improvement and structured 

preventative measures to ensure a safe and high-quality service environment. 

Overall, this placement has strengthened my aspirations within the hotel industry. I 

feel more confident I have a stronger foundation for my future career growth.  

Action Plan 

To further develop my skills and career prospects within the hotel industry, I will 

implement the following strategies: 

 

●​ Develop skills in customer service and conflict resolution to strengthen my 

ability to enforce policies while maintaining positive guest interactions. 

●​ Practise using positive language techniques to communicate decisions clearly 

and empathetically. 

●​ Undertake training in Crisis Management and Risk Mitigation Skills. 
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