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My placement hotel was the Delta Hotels Newcastle Gateshead, which is a 4-star hotel operating under the Marriott Group. This restaurant operates in Newcastle Gateshead, offering a number of guest services, part of which is their leisure club (Delta Hotels Newcastle Gateshead, 2025). Marriott reported that the leisure club at Delta involves an indoor pool spanning across 15 meters along with a spa bath, gym, sauna and steam room. The gym has been upgraded to modernise the infrastructure, such as modern resistance and cardio equipment, flexible fitness practice space and free weight lifting (Delta Hotels Marriott, n.d.). This reflects a diverse portfolio of offerings that enable the hotel to serve high-end guests, especially the leisure travellers, who generally seek additional amenities as part of their stay. While the leisure club and these amenities are largely meant to serve the hotel guests, Delta also allows external membership. This expands their guest service operations involving a wide range of clients, which improves their reputation. 
[bookmark: _Toc213511733]Main Body: Department Reflection
When I worked at Delta, I was appointed to work at the leisure club. I was tasked with duties like class booking, member sign-up, booking payment and club infrastructure maintenance. Apart from this, I was also told to create a report and get members to complete their health questionnaire before booking. In case of the maintenance reporting, I needed an asset management solution having Transcendent system that is utilised in the hotel. One such manager was Lauren Simpson in the leisure club. Other than her, there was a recreation specialist to enhance the experience of the guests in the facilities, who was named Ben Steel. My practical reflection of management and leadership is based on my observation of these activities done in the workplace.
Management Styles in Practice
I also realised that the leadership style of Lauren and management practises at the leisure club were not similar to those exercised by Ben. This was thus even more interesting to study. When I worked with Lauren during the events, sometimes we would also work with the kitchen staff. This showed me how she handles cross-functional collaboration and teamwork. An interesting part of my day was that we started every day receiving clear goals and tasks for the day during the regular briefing meetings. It was delivered by Lauren every day. This clarified my day-to-day tasks and gave me a clear direction that enhanced my performance. She also motivated us to take risks and personalise our interactions with guests, which boosted my confidence. In addition, she also motivated us to take the initiative and address guest queries and concerns. It basically motivated me to resolve some of the minor issues or concerns instead of taking them all to supervisors. It enabled us to take risks and make decisions that we have to be responsible for. Therefore, her leadership practice can be aligned with the Transformational leadership style. This prioritises motivating employees, staff autonomy, clear vision and enabling staff to reach their complete potential (Ali, 2024). 
Compared to this, Ben Steel reflected the Transactional leadership style in practice. Ben was focused on maintaining order, following rules and policies and having complete compliance. He explained to us the hotel's rules, policies, hygiene standards, and health and safety. This also enabled me to adopt a structured approach. For example, I was responsible for testing pool water every 2 hours, reporting and getting the water replaced in case of any issue. Ben ensured that I followed the procedures and protocols closely. Similarly, when I had to check with every guest and club member for their spa health questionnaire, I was told to maintain logs and expected to follow his orders. This allowed me to keep track, update the questionnaire from time to time and create reminders for the members. So, this reflects structures, rules, monitoring and control, and performance that are aligned with Transactional leadership (Abbas, 2024). 
Considering these practices, there is a clear contrast, and both have direct implications on employees morale, performance and guest service operations. For instance, Transformational leadership exhibited by Lauren provided us with scopes to make decisions, take initiative and risks and resolve certain matters by ourselves. This empowers staff to take accountability and enhances the capabilities of self-decision making (Ahmad et al., 2022). 
However, when I was handling class booking, managing customer orders and pool maintenance, it largely fell under Ben's supervision. So, I got to observe him separately. He always insisted that we comply with the hotel's policies and follow the rules completely because this was an important part of my job. Due to this, I got to learn the procedures and also helped to manage these tasks effectively. 
Impact on Guest Experience
As Ben Steel insisted that the leisure club workers follow the policies and rules, we all made sure that we complied with them while working. This made us more familiar with them, and this way we all worked towards improving the club's service, quality and safety standards. One of the tasks I needed to complete daily to gain performance was testing and reporting water in swimming pools after every 2 hours, which I included in my daily schedule. Moreover, Singgalen (2024) further stated that it is essential for hotel organisations to ensure consistency within their services, which can increase their guest satisfaction and the hotel's perceived value. 
Once, a few guests were talking about some of the gym class schedules and how they could not utilise them due to timing issues. So, I talked to the guests, listened to their concerns and made arrangements at the gym for a temporary class the next day, open to any guest who wants an impromptu gym session. This made me more confident in my decision-making ability and problem-solving. 
As I observed both Transformational and Transactional leadership approaches being applied in practice, I realised that the club operations need both the structure, compliance with rules and scopes for decision making on the spot. So, the club can benefit more if leaders can adjust their approaches based on what fits the context. This aligns with Boyar et al. (2023), suggesting that effective leadership needs both EI (emotional intelligence) and flexibility or adaptability. 
Three-Step Improvement Plan
In order to make leadership changes, I propose the following plan:
They should introduce structured feedback mechanisms enabling staff to freely talk about their experience and interactions with their leaders, supervisors and managers. This can improve employee morale, engagement and retention (Verma et al., 2024).
Both managers and employees should be given comprehensive training opportunities. This should be targeted towards complying with international standards, resilience, addressing service gaps and enhancing guest satisfaction (Cabaguing et al., 2024).
Lastly, digital solutions should be incorporated that automatically obtain guest feedback, process it and provide focused insights about potential improvements in the amenities (Sharma and Srivastava, 2024). This would generate greater customer loyalty. 
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In conclusion, this report has focused on the guest service operations at Delta Hotels Newcastle Gateshead in the UK, more specifically, their leisure club. As I was placed in this particular service during my placement, I got to experience the leadership and management practices. I was under two leaders, Lauren Simpson and Ben Steel. Reflecting on their leadership approaches, I realise that they align with two different leadership styles that contrast each other. However, I also realised that both are needed to create a balanced environment in which we can properly learn about the rules, procedures and protocols, know how to follow them and maintain consistency within our standards. Meanwhile, Lauren’s approach empowered us to make decisions and take responsibility.
Nonetheless, I would suggest that Delta should train its leaders and managers for adaptability and emotional intelligence. This would enhance their approach and create a balance in which the leaders can apply their practice based on the contexts (Boyar et al., 2023). 
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