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Introduction a 
Week 1: Getting to Know the Ropes
For my placement, I opted to shadow supervisory roles within the Leisure Club at Holiday Inn Peterborough department at a prestigious hotel. This department, a critical component of the hotel's amenities, includes a gym, swimming pool, spa, and sauna facilities, each requiring meticulous operational management to ensure guest satisfaction and adherence to safety standards. I utilized Gibbs' Reflective Cycle (1988) for this reflective essay, allowing me to explore my experiences in a structured manner through phases of description, feelings, evaluation, analysis, conclusion, and action plan.
Gibbs' Reflective Cycle encourages a thorough reflection process, starting with the description of the event, followed by an examination of the responder's feelings, an evaluation of the experience, an analysis to understand what happened, a conclusion about what was learned, and an action plan for future occurrences.
Tasks and Observations:
· Checked and adjusted pool chemicals daily.
· Learned about COSHH and how we handle chemicals safely.
· Started taking payments and managing bookings at the front desk.
During my placement, I was deeply involved in day-to-day operations, which included overseeing the maintenance of gym equipment, ensuring the chemical balance of the pool was within safe limits, managing staff scheduling, and directly addressing guest inquiries and concerns. A notable aspect of my role was to ensure that operational standards met the hotel’s high expectations for guest service and safety, requiring constant vigilance and proactive management.
The placement was instrumental in exposing me to the realities of managing a high-demand hotel leisure facility. I learned the importance of precision in operational tasks such as chemical management in the pool and proactive maintenance of the gym equipment. Additionally, the role underscored the need for excellent interpersonal skills when interacting with guests to manage their expectations and ensure their satisfaction.
Initially, the breadth of responsibilities felt daunting, particularly as each task directly affected the guests' experience. However, as I navigated through my duties, the satisfaction from efficiently solving problems and enhancing guests' satisfaction became a motivating factor. This transition from anxiety to competence was a pivotal emotional journey during my placement.
Initial Thoughts: Feeling a bit overwhelmed but excited. There's a lot to learn, especially about handling chemicals safely. I'm keeping a close eye on the supervisors to learn as much as I can.
Skills and Knowledge Gained: I'm getting the hang of the chemical testing kit and understanding why each chemical is important. Also, I’m improving my customer interaction skills at the front desk, which is bustling most of the time.
Deeper into Operations
Challenges and Tasks:
· Dealt with a tricky situation when a guest complained about the cleanliness of the steam room.
· Assisted in a fire drill, which was quite the learning experience in emergency management.
Reflections on Feelings: Handling the guest complaint was tough. I had to balance apologizing with explaining our regular cleaning protocols. The fire drill was exciting but made me realize how critical our response times are.
Evaluating My Development: This week tested my problem-solving skills and my ability to stay calm under pressure. Learning about emergency procedures has made me more confident in ensuring guest safety.
Week 2: Facing Real Challenges
Key Tasks and Learnings:
· Took the lead in resolving a pH balance issue in the pool.
· Organized a team briefing on COSHH after noticing some gaps in knowledge.
Emotional Insights: Felt proud to handle the pH issue on my own. It was a bit nerve-wracking but satisfying when the water tests came back perfect.
Skill Enhancement: My technical knowledge is really being put to the test, and I’m learning lots about pool chemistry and safety protocols. Communication has been key, especially when training others about COSHH.
Analysis of Skills and Knowledge Importance
Effective management in a Leisure Club is crucial. Whether it’s ensuring the safety of chemical use or managing guest expectations, the skills I'm developing here are vital. For instance, when we had the pool pH issue, being able to quickly diagnose and fix the problem helped prevent guest discomfort and potential health issues.
- Critical Problem-Solving: I developed the ability to quickly identify and address unexpected issues, such as equipment malfunctions or guest complaints, ensuring minimal impact on guest experience (Taylor, 2007).
- Effective Communication: My role required me to communicate effectively with both guests and staff, balancing assertiveness with diplomacy to manage expectations and maintain a positive environment.
- Leadership and Team Management: The placement honed my leadership skills, teaching me how to inspire and coordinate a team under pressure, ensuring that all tasks were completed efficiently (Northouse, 2018).
Technical Knowledge
- Facility Operational Management: I gained a comprehensive understanding of the operational requirements of running a leisure facility, including the technical aspects of maintaining pool chemistry and equipment safety (Smith, 2015).
- Regulatory Compliance: I learned about various health and safety regulations that apply specifically to leisure facilities, understanding the legal implications and the importance of compliance to ensure guest safety (Jones & Lockwood, 2012).
Detailed Incident Analysis: Spa Cleanliness Complaint
Incident Description: A guest was unhappy with the steam room’s condition, claiming it was not up to standard, which could really hurt our reputation if not addressed.
Impact and Analysis:
· Guest Experience: The complaint could lead to negative reviews if repeated.
· Operational Impact: It disrupted the day’s schedule as extra cleaning was immediately required. The incident required immediate attention from the cleaning staff, pulling them from other duties and disrupting the day's routine.
· Reputation Risks: Persistent issues of this nature could lead to a decline in guest retention rates and affect the hotel's reputation for cleanliness and attention to detail. 
Suggested Resolutions:
· Better training for all staff on customer service protocols.
· Regular team discussions on maintaining standards.
· Regular and more detailed inspections of all facilities to ensure compliance with cleanliness standards.
· Enhancing training for all operational staff on how to handle guest complaints effectively to prevent escalation and ensure guest satisfaction.
· Strengthening the feedback mechanisms to allow for real-time reporting and resolution of issues, thereby improving the overall responsiveness to guest needs (Kotler, 2000).
Concluding Thoughts and Future Actions
Reflecting on my placement experience has significantly deepened my understanding of operational management within a luxury hotel setting. The insights gained from actively managing the Leisure Club have equipped me with valuable skills and knowledge that I plan to leverage in my future career in hospitality management. I’m planning to:
· Seek further training in health and safety.
· I intend to pursue further education in hospitality management, focusing on areas such as guest service excellence and operational efficiency.
· Continue developing my leadership skills by taking on more responsibilities gradually. I am motivated to advance my career in hospitality, aiming for management roles where I can apply and expand on the leadership skills acquired during my placement.
· Staying updated with the latest industry trends and best practices to continuously improve the guest experience and operational standards.












References
Gibbs, G. (1988). Learning by Doing: A Guide to Teaching and Learning Methods. Oxford: Further Education Unit, Oxford Polytechnic.
Herzberg, F. (1968). ‘One more time: How do you motivate employees?’, Harvard Business Review, January-February.
Hochschild, A.R. (1983). The Managed Heart: Commercialization of Human Feeling. Berkeley: University of California Press.
Jones, P. & Lockwood, A. (2012). Hospitality Operations Management. London: Routledge.
Jones, P., & Robinson, P. (2012). Operations Management in the Hospitality Industry. Oxford: Goodfellow Publishers.
Kotler, P. (2000). Marketing Management: The Millennium Edition. Upper Saddle River, NJ: Prentice Hall.
Northouse, P.G. (2018). Leadership: Theory and Practice. 8th ed. Thousand Oaks, CA: Sage Publications.
Pizam, A. (2010). International Encyclopedia of Hospitality Management, 2nd ed. Oxford: Butterworth-Heinemann.
Smith, J. (2015). Managing Staff in Hospitality Facilities. Ithaca, NY: Cornell University Press.
Taylor, F.W. (2007). The Principles of Scientific Management. New York: Dover Publications.





2

