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[bookmark: _Toc484210151]Abstract
This research project investigates operational efficiency and employee experience within the Leisure Club department at Delta Hotels by Marriott Newcastle Gateshead. The study is based on the author’s professional placement experience and focuses on understanding how operational practices influence staff experience, service quality, and overall departmental performance.
The aim of the research is to examine how operational practices within a hotel leisure club affect employee experience, service quality, and operational effectiveness. The objectives of the study are to evaluate current operational processes, explore staff perceptions of workload, training, and organisational support, assess how operational challenges impact service quality and guest satisfaction, and identify practical recommendations for improvement.
A qualitative case study methodology is adopted. The research draws on secondary data from academic literature and industry sources alongside primary qualitative insights gained through placement-based observations. Analytical frameworks, including SWOT and PESTEL analysis, are used to support structured evaluation of internal operational practices and external industry influences.
The findings indicate that key operational challenges include staffing pressure during peak periods, variation in training and operational consistency, and communication gaps that occasionally affect workload balance and service delivery. At the same time, strong teamwork, a supportive working culture, and flexible operational practices were identified as significant strengths within the Leisure Club environment. These factors contributed to maintaining service standards despite operational pressures.
Based on the findings, the research proposes practical recommendations focusing on demand-led staffing, clearer operational checklists, improved training consistency, supportive leadership communication, structured service recovery practices, strengthened safety responsibilities, and continuous improvement reporting systems. Overall, the study highlights the close relationship between operational organisation, employee experience, and service quality within hotel leisure facilities and provides practical insights that may support future operational development.
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1. [bookmark: _Toc1911103703]Introduction
This Placement Research Project is based on a professional placement completed at Delta Hotels by Marriott Newcastle Gateshead. During the placement, experience was gained across several operational areas, including Food and Beverage, Reception, and mainly the Leisure Club department. The Leisure Club includes facilities such as a gym, swimming pool, sauna, and reception area, as well as beauty and hair services. These facilities are used by both hotel guests and local members, meaning that the department must maintain high standards of cleanliness, safety, and customer service at all times.
The hospitality industry depends strongly on human interaction, where employee performance and organised operations shape the guest experience. Effective hotel operations require clear procedures, teamwork, and appropriate use of resources. Collis, Hussey and Davies (2014) explain that organisational research often focuses on understanding real workplace practices to improve efficiency and decision-making. In a hotel environment, operational efficiency refers to how well staff, time, and equipment are managed to deliver consistent service outcomes.
Employee experience is also important in hospitality settings. Staff perceptions of workload, training, support, and communication can influence motivation and service delivery. Saunders, Lewis and Thornhill (2023) suggest that understanding organisational behaviour requires examining both operational systems and employee experience within the workplace. In leisure environments, where staff interact directly with customers, operational structure and employee wellbeing are closely connected.
During the placement, several operational challenges were observed within the Leisure Club department. These included busy peak periods, pressure on staffing levels, and differences in how operational procedures were applied. Although the department generally operated effectively, variations in communication and training suggested that improvements could strengthen operational consistency. Veal (2018) highlights that leisure and tourism environments often involve fluctuating demand, which requires flexible management and clear operational planning to maintain service standards.
The research adopts a case study approach focusing on Delta Hotels by Marriott Newcastle Gateshead. A case study allows detailed exploration of real organisational settings and helps develop practical insights from workplace experience (Cottrell, 2014). The aim of this research is to examine how operational practices within a hotel leisure club influence employee experience, service quality, and overall operational effectiveness.
The objectives of this research are:
To evaluate current operational processes within the Leisure Club department.
To explore staff experiences and perceptions of workload, training, and operational support.
To assess how operational challenges impact service quality and guest satisfaction.
To identify practical recommendations for improving operational efficiency and employee experience within hotel leisure facilities.
This study is important because improving operational efficiency and employee experience can support better teamwork, more consistent service delivery, and enhanced guest satisfaction. Greetham (2019) explains that academic research connects theory with real-world practice to support practical improvement. The findings aim to provide useful insights that may support future operational development within hotel leisure facilities.


2. [bookmark: _Toc1363733182]Literature Review
[bookmark: _Toc351862915]2.1 Operational Efficiency in Hospitality Operations
Operational efficiency is a key concept within hospitality management because hotels rely on organised systems and coordinated teamwork to deliver consistent service. In operational environments such as leisure facilities, efficiency refers to how well staff, time, and physical resources are used to achieve service objectives while maintaining safety and quality standards. Collis, Hussey and Davies (2014) explain that organisational research often focuses on improving performance through better understanding of operational processes and workplace behaviour.
In hospitality settings, operational efficiency is closely linked to service delivery. Walker (2021) suggests that hotel operations depend on clear procedures and role clarity to ensure that daily tasks are completed consistently. When employees understand their responsibilities and work within structured routines, service outcomes become more predictable. Johnston et al. (2021) also argue that service operations management requires balancing efficiency with guest expectations, meaning that speed alone is not sufficient; accuracy and reliability are equally important.
Leisure facilities present additional operational challenges because demand fluctuates depending on time of day, membership patterns, and guest usage. Veal (2018) highlights that leisure and tourism environments often experience uneven demand, requiring flexible staffing and adaptable operational planning. Without clear scheduling and coordination, employees may experience increased workload pressure, which can affect operational performance.
Research methods literature also emphasises the importance of structured organisational systems when analysing workplace efficiency. Saunders, Lewis and Thornhill (2023) explain that organisational effectiveness depends on aligning operational practices with organisational goals. Recent hospitality research also highlights that quality management strategies support consistent operational performance by ensuring clear standards and structured procedures across hotel departments (Banyeva, 2023). In a hotel context, this may include maintaining hygiene standards, ensuring safety checks are completed, and delivering responsive customer service. When procedures are unclear or inconsistently applied, operational efficiency may decrease and service delivery may become uneven.
Employee behaviour is another factor influencing efficiency. Mullins and Dossor (2013) note that teamwork, communication, and management support play a significant role in shaping operational performance within hospitality teams. Research also suggests that employee attitudes and service behaviour directly influence operational outcomes and customer satisfaction within service exchanges (Susskind, Kacmar and Borchgrevink, 2003). Staff members often rely on each other to manage workload and maintain service standards during busy periods. When communication breaks down or responsibilities are unclear, routine tasks may be delayed or completed differently by individual employees.
Academic writing guidance also highlights that operational analysis should connect real workplace observations with theoretical understanding. Greetham (2019) suggests that strong research links practice with academic frameworks to explain why operational challenges occur. Applying this perspective to hospitality environments allows operational efficiency to be viewed not only as a technical process but also as a human and organisational issue.
Overall, the literature suggests that operational efficiency in hotel leisure facilities depends on structured procedures, flexible planning, effective communication, and teamwork. These theoretical perspectives provide an important foundation for analysing operational practices within hotel leisure environments.
[bookmark: _Toc1066675649]2.2 Employee Experience in Hospitality
Employee experience plays an important role in hospitality operations because service delivery depends heavily on staff performance, motivation, and wellbeing. In hotel environments, employees interact directly with guests, meaning their working conditions and perceptions of support can influence service quality and organisational outcomes. Mullins and Dossor (2013) explain that employee motivation and behaviour are shaped by leadership style, communication, and organisational culture. When staff feel valued and supported, they are more likely to engage positively with customers and contribute to efficient operations.
Hospitality workplaces often involve high workloads, time pressure, and emotional labour, which can affect employee wellbeing. Research methods literature suggests that understanding employee experience requires examining real workplace practices rather than relying only on theoretical assumptions (Denscombe, 2021; Grbich, 2007). Qualitative research approaches are therefore commonly used to explore how staff perceive their roles, workload, and organisational support within hospitality settings. Emotional labour within service roles requires employees to regulate their behaviour and interactions with guests, which can influence wellbeing and performance (Grandey, 2000). Recent hospitality research further demonstrates that emotional labour influences employee wellbeing and customer loyalty outcomes through job demands and available resources, reinforcing the importance of balancing workload and organisational support within service environments (Wang, 2019). Earlier engagement theory also suggests that meaningful psychological involvement in work supports motivation and service behaviour (Kahn, 1990; Saks, 2006).
The Job Demands-Resources model provides a useful framework for understanding employee experience in service environments. Bakker and Demerouti (2007) suggest that job demands such as workload, multitasking, and customer interaction can lead to stress when sufficient resources, including training and managerial support, are not available. In hotel leisure facilities, fluctuating demand and operational pressure may increase job demands, making effective communication and teamwork essential for maintaining staff wellbeing.
Walker (2021) highlights that teamwork and role clarity are central to positive employee experience in hospitality. Staff frequently rotate tasks and support different operational areas, requiring flexibility and cooperation between employees. When teamwork functions effectively, employees are better able to manage busy periods and maintain service standards. However, inconsistent procedures or unclear expectations may lead to frustration or reduced confidence among staff members.
Leadership behaviour also influences employee experience. Wood (2013) suggests that management approaches that encourage communication and mutual respect can improve morale and strengthen workplace relationships. Similarly, Johnston et al. (2021) emphasise that service organisations must consider both operational systems and employee support structures to achieve sustainable performance. Without adequate support, employees may struggle to balance operational tasks with customer service responsibilities.
Academic writing guidance further highlights the importance of critical reflection when analysing workplace behaviour. Greetham (2019) notes that strong research connects theory with real organisational contexts, allowing employee experience to be understood within broader operational frameworks. By combining organisational theory with hospitality-specific research, employee experience can be viewed as a key factor influencing both operational efficiency and service quality.
Overall, the literature suggests that employee experience in hospitality is shaped by workload, teamwork, leadership, and organisational support. These factors are closely connected to operational performance, making employee experience an important area of investigation within hotel leisure facilities.

[bookmark: _Toc1298974033]2.3 Service Quality and Operations
Service quality is a central concept in hospitality management because guest satisfaction is closely linked to how services are delivered in real operational settings. In hotel environments, service quality depends not only on customer interaction but also on the efficiency of internal processes and teamwork. Walker (2021) explains that consistent service delivery requires clear procedures, staff coordination, and attention to operational standards. When operational systems function effectively, employees are better able to respond to guest needs and maintain a positive service experience.
One of the most recognised frameworks for understanding service quality is the SERVQUAL model, which highlights reliability, responsiveness, assurance, empathy, and tangibles as key dimensions influencing customer perception (Parasuraman, Zeithaml and Berry, 1988). Cronin and Taylor (1992) expanded service quality research by suggesting that perceived performance plays a significant role in shaping customer evaluations. Brady and Cronin (2001) further explain that customer perception of service quality is influenced by employee interaction, the service environment, and operational performance, demonstrating that both human and organisational factors shape guest experiences within hospitality settings.
The physical environment also contributes to how service quality is perceived. Bitner (1992) introduces the concept of services capes, highlighting that layout, cleanliness, atmosphere, and design influence both customer satisfaction and employee behaviour. In hotel leisure facilities such as gyms and swimming pools, the physical setting plays an important role in shaping guest expectations and overall service experience.
Service operations research also emphasises the relationship between operational systems and customer experience. Johnston et al. (2021) argue that service organisations must balance efficiency with customer expectations, ensuring that operational processes support rather than hinder service delivery. Lovelock and Wirtz (2004) similarly suggest that effective service design, employee interaction, and customer expectations are key factors influencing perceived service quality. Quality management frameworks are increasingly recognised as essential for maintaining service reliability and improving guest satisfaction within hospitality organisations (Banyeva, 2023). Contemporary hospitality research also highlights that service value is co-created through interaction between employees and guests, reinforcing the importance of collaborative service experiences within hospitality environments (Edvardsson, Tronvoll and Gruber, 2011).
Recent hospitality studies further highlight the importance of customer experience and innovation. Kandampully, Zhang and Bilgihan (2015) suggest that employee engagement and service innovation help organisations maintain competitive advantage within the hospitality industry. In addition, Ali, Kim and Ryu (2016) indicate that emotional responses to the physical environment influence guest satisfaction in leisure settings, reinforcing the importance of consistent operational practices.
From a research perspective, analysing service quality requires linking theoretical models with real organisational observations. Saunders, Lewis and Thornhill (2023) highlight that strong research connects theory with practice, allowing workplace experiences to be examined through established academic frameworks. Overall, the literature suggests that service quality in hospitality is shaped by operational efficiency, employee behaviour, and the physical service environment, providing a strong foundation for analysing service delivery within hotel leisure facilities.
[bookmark: _Toc104789545]2.4 Case Study Research in Hospitality
Case study research is widely used in hospitality and tourism studies because it allows detailed investigation of real organisational settings. A case study focuses on one organisation or situation in depth, helping researchers understand complex operational practices and employee experiences within their real context. This approach is particularly suitable for hospitality environments, where daily operations involve interaction between staff, guests, and organisational systems.
Saunders, Lewis and Thornhill (2023) explain that case study research is suitable for examining organisational processes and understanding how and why certain practices occur within a specific environment. Yin (2018) further argues that case study design enables researchers to explore complex organisational situations using multiple sources of evidence, making it particularly appropriate for applied hospitality research. Rather than relying mainly on numerical data, case studies often involve qualitative information such as observations and organisational experiences. This makes the approach appropriate for research that explores operational efficiency and employee experience within a hotel department.
Collis, Hussey and Davies (2014) state that case studies allow researchers to gain a deeper understanding of organisational behaviour by examining real-life situations. However, they also note that findings from a single case study may not always be generalised to all organisations. Despite this limitation, case studies are valuable because they provide rich insights into workplace practices that may not be captured through surveys or statistical analysis alone.
Veal (2018) highlights that case study research is particularly common in leisure and tourism settings because these environments involve complex human interactions and service delivery processes. Leisure facilities within hotels operate differently from traditional departments such as front office or food and beverage, as they combine elements of customer service, health and safety, and facility management. A case study approach allows these multiple factors to be examined together rather than separately.
Another advantage of case study research is its flexibility. Researchers can combine different sources of data, such as personal observations, organisational documents, and existing literature, to build a detailed understanding of the research topic. Cottrell (2014) explains that structured research design is still important when using case studies, as clear aims, objectives, and ethical considerations help maintain academic rigour.
Overall, the literature suggests that a case study approach is appropriate for investigating operational practices and employee experience within a hotel leisure facility. The method allows detailed exploration of real workplace situations while providing practical insights that may support organisational improvement.
3. [bookmark: _Toc1391603869]Methodology 
This research adopts a qualitative case study approach to explore operational efficiency and employee experience within a hotel leisure facility. A case study method allows detailed investigation of a specific organisational setting and provides a deeper understanding of workplace practices within their real context. The focus on Delta Hotels by Marriott Newcastle Gateshead enables the research to examine operational processes and staff experiences within a single, clearly defined environment. Saunders, Lewis and Thornhill (2023) explain that qualitative case study research is particularly suitable for investigating organisational behaviour and real workplace situations.
A qualitative research strategy was selected because the study aims to explore experiences, observations, and operational practices rather than numerical data. Denscombe (2021) and Bryman (2016) highlight that qualitative research allows researchers to examine meanings, perceptions, and social interaction within organisational environments. Qualitative research scholars further emphasise that interpretive approaches help researchers understand workplace behaviour and organisational culture within real service settings (Tracy, 2020). Similarly, qualitative research is valuable for understanding employee experience in service-based industries such as hospitality, where human interaction plays a central role.
The primary source of data for this study is placement-based observation. Observational insights were gained while working across different departments within the hotel, including Food and Beverage, Reception, and mainly the Leisure Club. Observations focused on daily operational routines, teamwork, communication, workload distribution, and service delivery practices. Angrosino (2007) explains that observational research allows real organisational behaviour to be examined within its natural setting, providing detailed contextual understanding that may not be captured through surveys alone.
Secondary research was also used to support the study. Academic books and industry literature were reviewed to provide theoretical understanding of operational efficiency, employee experience, service quality, and case study research. Bryman (2016) explains that reviewing existing literature helps researchers position their study within established academic debates and strengthens the credibility of qualitative research. Training research further suggests that effective learning transfer and structured development practices support behavioural consistency in organisational settings (Baldwin and Ford, 1988; Arthur et al., 2003).
Analytical frameworks such as SWOT and PESTEL are used to support the evaluation of operational practices. SWOT analysis helps identify strengths, weaknesses, opportunities, and threats related to leisure facility operations, while PESTEL analysis considers wider external factors that may influence hotel performance. Helms and Nixon (2010) highlight that SWOT analysis is widely used within organisational research to structure strategic evaluation and support decision-making. These frameworks are included to directly support the research aim and objectives by structuring the analysis of (1) internal operational factors affecting employee experience and service delivery (SWOT) and (2) external drivers shaping leisure club operations (PESTEL).
The case study approach offers several advantages. It allows detailed exploration of a real organisational setting and provides rich insights into operational practices and employee experiences. However, the method also has limitations. Barada (2013) highlights that qualitative research requires careful interpretation when analysing social environments. Findings from a single hotel may not represent the wider hospitality industry, but they can still provide valuable practical insight.
Ethical considerations were also considered throughout the research process. No confidential company data or personal staff information is disclosed within this study. Observations are presented professionally and respectfully, following university ethical guidelines. Maintaining confidentiality and professionalism helps ensure that the research remains responsible and academically rigorous.
Overall, the chosen methodology supports the aims of the study by allowing detailed examination of operational practices and employee experience within a real hotel leisure facility. The combination of qualitative observation, secondary research, and analytical frameworks provides a structured approach to understanding organisational operations within hospitality environments.
4. [bookmark: _Toc1845434308]Findings
The findings are presented according to the key research objectives, focusing on the operational environment, staffing and workload, training consistency, teamwork, and the impact of operational practices on service delivery.
[bookmark: _Toc1052177271]4.1 Overview of the Leisure Club Operational Environment
The findings of this research are based on observational insights gained during a professional placement at Delta Hotels by Marriott Newcastle Gateshead. Although experience was obtained across several departments, including Food and Beverage and Reception, most observations were made within the Leisure Club department. The Leisure Club includes facilities such as a gym, swimming pool, sauna, changing rooms, and a reception area. The department serves both hotel guests and local members, creating a busy operational environment that requires strong teamwork and clear procedures.
Daily operations involved task rotation among staff members. Employees shared responsibilities such as checking and cleaning changing rooms, maintaining gym equipment, monitoring poolside safety, and managing reception duties. Reception tasks included scanning membership cards, answering telephone enquiries, and handling towel and drink sales. This task rotation allowed staff to support each other and ensured that all operational areas were covered throughout the shift.
The Leisure Club environment required constant attention to cleanliness and safety. Regular checks of facilities were expected to maintain hygiene standards and ensure a safe environment for guests and members. Observations indicated that when tasks were completed consistently, operations ran smoothly and guests appeared satisfied with the service provided.
[bookmark: _Toc1348497527]4.2 Staffing and Workload
One of the key findings related to staffing levels and workload. During busy peak periods, such as evenings and weekends, the department experienced higher demand from both hotel guests and local members. At times, limited staffing created pressure on employees, particularly when multiple tasks needed to be completed simultaneously. Staff were required to manage cleaning duties, reception responsibilities, and guest interaction within the same shift.
Task rotation helped distribute responsibilities; however, workload could still feel uneven during high-demand periods. Employees needed to balance operational tasks with customer service duties, which sometimes resulted in delays in completing routine checks. Despite these challenges, teamwork between staff members helped maintain operational flow.
[bookmark: _Toc138553264]4.3 Training and Operational Consistency
Another important finding involved differences in staff training and operational consistency. While most employees followed established procedures, observations suggested that some tasks were performed differently depending on the staff member on shift. For example, daily facility checks were sometimes completed at different times or with varying levels of detail. This indicated that operational guidelines may not always be applied consistently.
Communication between staff and supervisors played a role in maintaining standards. When instructions were clear, tasks were completed efficiently. However, when communication was limited, misunderstandings occasionally occurred. These variations highlighted the importance of clear procedures and ongoing training to ensure consistency across the team.
[bookmark: _Toc1529897925]4.4 Teamwork and Communication
Teamwork emerged as a significant theme within the findings. Staff members often supported each other by rotating duties and assisting during busy periods. Positive communication between team members contributed to a friendly working environment and helped maintain service delivery during peak times.
However, communication challenges were also observed. Situations where tasks were missed or delayed sometimes resulted from unclear expectations or heavy workload pressures. These moments demonstrated how operational efficiency and employee experience are closely connected within the Leisure Club environment.
[bookmark: _Toc693257012]4.5 Impact on Service Delivery
Operational challenges observed during the placement occasionally influenced service delivery. For example, when routine checks were delayed due to workload pressure, there was a risk that cleanliness or maintenance issues could affect guest experience. Quick responses to operational problems, such as reporting maintenance issues or assisting colleagues, helped minimise negative outcomes.
Overall, the findings suggest that the Leisure Club department generally operated effectively, supported by teamwork and staff commitment. However, areas such as staffing levels, training consistency, and communication processes presented opportunities for improvement.
[bookmark: _Toc1859691851]4.6 Strategic Analysis: SWOT and PESTEL of the Leisure Club Operations
A SWOT analysis was used to structure the analysis of the Leisure Club’s internal strengths and weaknesses and the external opportunities and threats affecting performance. This links directly to the research objectives by helping to identify the operational factors influencing employee experience and service delivery, and it supports the development of practical recommendations (Helms and Nixon, 2010).
SWOT Analysis: 
	Strengths
	Weaknesses

	· One of the strongest internal factors identified was the positive teamwork culture within the Leisure Club. Staff frequently supported each other through task rotation and collaborative problem-solving, helping maintain service delivery during busy periods. Research highlights that strong service climate and cooperative behaviour improve employee performance and customer experience in hospitality environments (Chi and Gursoy, 2009).
· Another key strength relates to operational flexibility. Employees demonstrated the ability to manage multiple responsibilities, including reception duties, safety monitoring, and cleaning routines. Flexible working practices can strengthen service responsiveness and improve operational efficiency in leisure-based hospitality settings (Enz and Siguaw, 2000).
· In addition, the physical facilities of the Leisure Club, including gym equipment, pool areas, and changing rooms, provide a valuable service offering that enhances guest experience. Studies show that well-maintained service environments contribute positively to customer satisfaction and perceived service quality (Ryu, Lee and Kim, 2012).
· Strong teamwork and structured service standards reflect quality management practices that support consistent operational performance within hospitality environments (Banyeva, 2023).
	· Despite strong teamwork, staffing pressure during peak periods emerged as an operational weakness. Employees were often required to multitask, which increased workload intensity and the potential for operational inconsistencies. Research suggests that excessive job demands may reduce performance effectiveness when organisational support is limited (Halbesleben, 2010).
· Another weakness identified relates to training consistency. Observations showed that operational procedures were sometimes completed differently by staff members, suggesting that clearer training structures may be required. Studies emphasise that structured training programmes improve service reliability and employee confidence within hospitality organisations (Salas et al., 2012).
· Variations in operational procedures suggest that clearer quality management systems may be required to improve consistency across staff roles (Banyeva, 2023).

	Opportunities
	Threats

	· The Leisure Club has opportunities to strengthen operational performance through enhanced training programmes and clearer communication systems. Leadership approaches that promote employee development and authentic communication have been shown to improve service behaviours and workplace engagement (Walumbwa et al., 2008).
· In addition, increasing focus on service innovation within hospitality presents opportunities for leisure facilities to enhance customer experiences through improved service design and personalised interactions (Ordanini and Parasuraman, 2011).
· Marriott International’s global wellbeing and employee development initiatives also provide opportunities to strengthen organisational support structures and enhance staff experience within the Leisure Club environment (Marriott International, 2025).

	· External threats include fluctuating demand patterns, which may place pressure on staffing levels and operational planning. Hospitality research highlights that unpredictable customer flow can influence service consistency and employee workload in leisure settings (Chi and Gursoy, 2009).
· Another potential threat relates to increasing customer expectations regarding cleanliness, safety, and personalised service. If operational standards are not maintained consistently, guest satisfaction may decline, affecting overall service perception (Ryu, Lee and Kim, 2012).
· 


PESTLE Analysis:
A PESTEL analysis was used to identify external factors that may influence Leisure Club operations and staff experience, including political/legal compliance, economic pressures, social wellbeing trends, technology changes, and environmental expectations. This supports the research aim by showing how wider industry conditions can create operational pressures that affect service delivery and employee experience.
	POLITICAL
	Health and safety regulations and leisure facility policies influence operational procedures within hotel environments. Compliance with national safety standards requires regular monitoring of facilities, staff training, and risk management practices. Structured organisational leadership supports employee confidence when implementing regulated procedures (Walumbwa et al., 2008).

	ECONOMIC
	Economic conditions influence hotel occupancy levels and membership usage within leisure facilities. During periods of increased demand, staff may experience higher workloads, requiring flexible operational planning. Research suggests that economic pressures can affect staffing resources and service delivery in hospitality organisations (Enz and Siguaw, 2000).

	SOCIAL
	Social expectations around wellbeing, fitness, and leisure experiences continue to grow, increasing the importance of hotel leisure facilities. Customer expectations for high-quality environments and personalised service are strongly influenced by social trends. Studies show that employee engagement and service climate play a key role in delivering positive guest experiences (Chi and Gursoy, 2009). Growing expectations for high-quality service standards require hospitality organisations to adopt structured quality management approaches to maintain customer satisfaction (Banyeva, 2023).

	TECHNOLOGICAL
	Technology influences operational efficiency through booking systems, membership tracking, and communication tools. Improved digital systems may help reduce workload pressure by streamlining administrative tasks. Service innovation research highlights the growing importance of technology in enhancing customer experience and operational coordination (Ordanini and Parasuraman, 2011). Quality management frameworks also support compliance with operational and safety standards, which are essential within hotel leisure environments (Banyeva, 2023).

	LEGAL
	Legal responsibilities related to health, safety, and employee wellbeing are particularly significant within leisure environments such as swimming pools and gyms. Structured training programmes and clear procedures help ensure compliance with organisational policies and regulatory standards (Salas et al., 2012).

	ENVIRONMENTAL
	Environmental sustainability is becoming increasingly important within the hospitality industry. Leisure facilities require significant energy and water usage, meaning that sustainable operational practices can influence both organisational reputation and long-term efficiency. Maintaining clean and well-designed physical environments supports customer satisfaction and reinforces positive service perception (Ryu, Lee and Kim, 2012).



5. [bookmark: _Toc140187517]Discussion
The purpose of this chapter is to interpret the findings in relation to existing academic literature and theoretical frameworks discussed in the previous chapters. The discussion explores how operational efficiency, employee experience, teamwork, and service quality influence performance within a hotel leisure facility. The findings suggest that although the Leisure Club department generally operated effectively, several operational challenges influenced employee experience and service delivery.
[bookmark: _Toc2002133939]5.1 Operational Efficiency and Workload
The findings identified staffing pressure and fluctuating demand as important operational challenges. During busy periods, employees were required to manage multiple responsibilities simultaneously, including safety checks, cleaning tasks, and guest interaction. These observations support the literature suggesting that hospitality environments often experience uneven operational demand, which can influence employee workload and operational performance (Johnston et al., 2021).
The Job Demands–Resources (JD–R) perspective provides a useful framework for understanding these findings. High workload, time pressure, and multitasking can increase strain when organisational resources such as staffing, training, and managerial support are insufficient (Bakker and Demerouti, 2007; Demerouti et al., 2001; Halbesleben, 2010). Recent hospitality research further highlights that personal and organisational resources can buffer the negative effects of job demands and reduce burnout risk during periods of operational pressure, reinforcing the importance of supportive work environments in service settings (Li, Lau and Yang, 2023).  Recent hospitality research also highlights that both physical and psychological workload pressures influence employee behaviour and perceived service hospitableness, reinforcing the importance of managing workload to support service quality outcomes (Qiu et al., 2022).  Similar conclusions were identified in hospitality research by Karatepe (2013), who found that workload pressure and limited support may reduce employee engagement and performance in hotel environments. Li and Huang (2017) further suggest that service climate and employee orientation influence performance and service outcomes, particularly within service-intensive hospitality environments. Recent hospitality research further shows that high-performance work systems can improve employee outcomes, but hindrance stressors such as workload pressure and operational constraints may reduce their effectiveness in challenging hospitality contexts (Benítez-Núñez, Dorta-Afonso and de Saá-Pérez, 2024).
Operational pressure observed within the Leisure Club also reflects wider industry research highlighting the importance of workforce flexibility. Tsaur and Lin (2004) suggest that when employees perform multiple operational roles, teamwork becomes essential for maintaining service performance. The findings demonstrated that staff relied on collaborative working practices to manage operational demand, supporting this perspective.
[bookmark: _Toc1888553011]5.2 Employee Experience and Teamwork
Another key theme emerging from the findings was the importance of teamwork and communication. Staff members regularly supported each other by rotating duties and sharing responsibilities, which helped maintain service delivery despite operational pressure. This aligns with Mullins and Dossor (2013), who suggest that teamwork and supportive leadership are essential for maintaining motivation within hospitality organisations.
Hospitality studies also emphasise that employee wellbeing and service orientation influence service performance. Emotional labour research using the JD-R framework suggests that managing psychological demands is essential for sustaining employee performance and customer loyalty in hospitality environments (Wang, 2019). Yoon and Suh (2003) suggest that organisational support and employee behaviour influence service quality outcomes, while research shows that strong service orientation is associated with higher job satisfaction, organisational commitment, and reduced turnover intentions in hospitality settings (Kim, Leong and Lee, 2005). Research in hotel environments further indicates that employee job satisfaction is closely linked to organisational commitment and service delivery standards (Lam, Zhang and Baum, 2001). Similarly, Bowen and Schneider (2014) highlight that a strong service climate contributes to employee engagement and consistent service delivery within hospitality organisations. Recent hospitality research also emphasises the importance of supportive leadership practices for employee wellbeing, with health-oriented leadership shown to improve employee mental health, engagement, and development outcomes in demanding service environments (Zada, Zada and Khan, 2025). Team research also suggests that when employees feel psychologically safe, they are more likely to ask questions, share concerns, and learn together, strengthening learning behaviour and day-to-day performance; transformational leadership can further support this process by encouraging open communication and team learning (Kumako and Asumeng, 2013). Psychological capital has also been identified as an important factor supporting work engagement and positive employee morale in hospitality teams, reinforcing the importance of supportive organisational environments (Paek et al., 2015). Research on diversity management also suggests that inclusive organisational practices can strengthen teamwork, employee engagement, and service performance within hospitality environments (Manoharan and Singal, 2017).
Additional research by Karatepe and Uludag (2007) indicates that organisational support and leadership style influence employee emotional wellbeing in hospitality environments. These findings reinforce the importance of communication and managerial support within the Leisure Club department. Furthermore, research by Choi and Dickson (2010) highlights that positive teamwork cultures strengthen service performance and reduce workplace stress, supporting the observed role of collaboration within daily operations.
[bookmark: _Toc1334133479]5.3 Training Consistency and Operational Standards
Differences in how operational procedures were applied suggest that training and communication processes could be strengthened. Variations in completing daily checks indicate that employees may interpret operational guidelines differently, which can influence service reliability. Johnston et al. (2021) emphasise that service operations require clear procedures and consistent performance standards to maintain efficiency and customer satisfaction.
Research by Tracey and Hinkin (2008) highlights that structured training programmes improve operational consistency and employee confidence within hospitality organisations. When staff understand operational expectations clearly, service delivery becomes more reliable. Similarly, evidence suggests that well-designed training and reinforcement practices improve employee confidence and consistency, supporting performance outcomes in hospitality settings (Tracey and Hinkin, 2008; Salas et al., 2012; Jaworski et al., 2018).
Recent hospitality research further shows that a strong service priority climate can support service performance even under workload pressure, particularly when employees manage emotional labour demands effectively (Vashdi, Katz–Navon and Delegach, 2022).
These studies support the finding that improved training structures and clearer communication may help reduce operational variation within the Leisure Club department. The importance of structured quality management practices identified within this study reflects wider hospitality research suggesting that consistent operational standards strengthen both employee performance and service delivery outcomes (Banyeva, 2023).
[bookmark: _Toc2134913312]5.3 Service Quality and the Physical Environment
Service quality within the Leisure Club was influenced by both operational performance and the physical environment. Observations showed that maintaining cleanliness and safety standards was essential for ensuring positive guest experiences. Research suggests that the physical environment influences customer behaviour and satisfaction, particularly through layout, cleanliness, and atmosphere (Bitner, 1992; Han and Ryu, 2009; Ali, Kim and Ryu, 2016).
The SERVQUAL model (Parasuraman, Zeithaml and Berry, 1988) provides further insight into these findings by highlighting reliability and responsiveness as key dimensions of service quality. Cronin and Taylor (1992) suggest that perceived performance plays a significant role in shaping customer evaluations, meaning that consistent operational routines are essential for maintaining service standards. Namkung and Jang (2007) further explain that customer perception of service quality is influenced by operational performance and overall service experience.
Research by Ali, Kim and Ryu (2016) also indicates that emotional responses to physical environments contribute to customer satisfaction. Additionally, research by Han and Ryu (2009) highlights that physical design and atmosphere influence guest behavioural intentions in hospitality settings, reinforcing the importance of maintaining a clean and organised leisure facility environment.
[bookmark: _Toc2085675801]5.4 Implications for Hotel Operations
Overall, the discussion highlights that operational efficiency, employee experience, and service quality are closely interconnected within hotel leisure facilities. The findings suggest that staffing pressure, communication challenges, and training consistency influence both employee wellbeing and service delivery outcomes. Hospitality research consistently shows that supportive management practices, structured procedures, and positive workplace relationships contribute to sustainable performance (Karatepe, 2013; Bowen and Schneider, 2014).
The Leisure Club department demonstrated strong teamwork and employee commitment, which helped maintain service delivery despite operational challenges. However, improving communication structures, reinforcing training consistency, and supporting staff during peak demand periods may further strengthen operational performance and guest satisfaction.
These insights provide a foundation for the next chapter, which will present conclusions and practical recommendations based on the research findings and theoretical analysis.
6. [bookmark: _Toc497798399] Conclusion and Recommendations
[bookmark: _Toc896702422]6.1 Conclusion
This Placement Research Project examined operational efficiency and employee experience within the Leisure Club department at Delta Hotels by Marriott Newcastle Gateshead. The case study approach enabled a focused evaluation of everyday operational practices and how these influence staff experience, service consistency, and guest satisfaction outcomes (Saunders, Lewis and Thornhill, 2023; Collis, Hussey and Davies, 2014). Findings were drawn from placement-based observation, supported by a literature review addressing operations, employee experience, and service quality in hospitality contexts.
Overall, the Leisure Club was found to operate effectively due to the positive working culture demonstrated by staff. A clear strength observed throughout the placement was the friendly team environment and strong teamwork, which supported daily task completion and helped maintain service delivery during busier periods. Staff cooperation and informal support between colleagues contributed to smoother task rotation and helped prevent operational breakdowns when multiple responsibilities needed attention at once. This aligns with the wider literature emphasising that operational performance in hospitality depends not only on procedures, but also on human interaction and team coordination (Mullins and Dossor, 2013; Johnston et al., 2021).
However, the findings also highlighted operational challenges that affected consistency. Staffing pressure during peak times increased workload intensity and created situations where employees had to balance guest interaction with routine operational requirements, such as cleanliness checks and safety monitoring. At times, this pressure created delays or variation in how tasks were completed. These findings support the idea that service operations must balance efficiency with reliability and service standards, particularly in environments with fluctuating demand (Johnston et al., 2021; Veal, 2018). Although the Leisure Club generally maintained good service delivery, workload intensity and staffing patterns during busy periods represented an operational risk to consistency.
Differences in operational consistency were also observed in relation to training and communication. While many procedures were completed correctly, some tasks were performed differently depending on the staff member on shift. This suggests that operational guidelines were not always applied in a uniform way, and that communication and training reinforcement could be strengthened. The literature reviewed earlier indicates that structured systems and clear organisational support help reduce variation and improve reliability in service operations (Saunders, Lewis and Thornhill, 2023; Mullins and Dossor, 2013).
The analysis also reinforced that service quality in leisure facilities depends on both the service environment and operational routines. Cleanliness, safety, and responsiveness were essential for maintaining guest confidence in the leisure setting, and operational pressure had the potential to influence these factors. The service quality literature reviewed within the project emphasises that customer perceptions are shaped through reliability, responsiveness, and the physical environment (Parasuraman, Zeithaml and Berry, 1988; Cronin and Taylor, 1992). The findings supported this view, as operational consistency and staff behaviour were closely linked to the overall service experience.
In summary, the Leisure Club department demonstrated strong internal strengths in teamwork and service culture. At the same time, staffing pressure, training consistency, and communication flow were identified as key areas where improvement could support operational reliability and employee experience. The strategic analyses (SWOT and PESTLE) further reinforced that both internal operational practices and wider external pressures shape departmental performance. Based on these conclusions, the next section provides practical recommendations aimed at strengthening operational efficiency, supporting staff experience, and protecting service quality within the Leisure Club environment. Overall, the SWOT highlighted internal issues (staffing pressure, training consistency and communication flow) alongside strengths (teamwork and service culture), while the PESTEL showed external pressures around compliance, customer expectations, technology and sustainability influencing operational demands.
[bookmark: _Toc1009819404]6.2 Recommendations
· Introduce a demand-led staffing approach for peak periods:
Operational pressure in the Leisure Club was most visible during predictable high-demand times (e.g., evenings and weekends). A practical strategy is to use demand-led rota planning, aligning staffing with forecast patterns and operational workload. Research in hospitality operations shows that demand-based labour planning can improve service continuity, reduce workload strain, and protect service quality (Li et al., 2026; Weatherford and Kimes, 2003). Where possible, the department could use simple historical trend tracking (busy periods, pool attendance patterns, member visits) to improve weekly scheduling decisions and reduce understaffing risk. Earlier labour scheduling research also demonstrates that forecasting demand improves staffing efficiency and operational stability in hospitality environments (Thompson, 1998).
· Standardise daily checks using a short operational checklist
Variation in task completion suggests that procedures would benefit from clearer standardisation. A short checklist for daily checks (poolside safety, changing room hygiene, equipment readiness, reception procedures) would support consistency while reducing reliance on individual interpretation. Quality management research argues that standardised routines support reliability and reduce service variability in hospitality environments (Banyeva, 2023; Kaynak, 2003). This would also support training for new or rotating staff by clarifying expectations.
· Strengthen training consistency through micro-training and refreshers
To reduce procedural differences, training can be improved through small refreshers (10–15 minutes) built into weekly routines, focusing on one operational standard at a time (e.g., pool safety checks, handling complaints, cleaning standards). Evidence suggests that training quality and method influence satisfaction, confidence, and performance outcomes in hotels (Jaworski, Ravichandran and Karpinski, 2018; Salas et al., 2012). A simple training log (topics covered, date, staff attendance) can strengthen accountability and operational consistency. Research on training transfer emphasises that structured learning design and evaluation improve long-term employee performance and operational reliability (Baldwin and Ford, 1988; Arthur et al., 2003).
· Build service climate through supportive leadership and communication habits
The friendly culture and teamwork were clear strengths and should be protected through consistent leadership behaviours. Short pre-shift briefings (2–3 minutes) can clarify priorities and reduce missed tasks during pressure periods. Service climate research shows that organisational resources and supportive practices are linked to engagement and service performance outcomes (Salanova, Agut and Peiró, 2005; Schneider, Ehrhart and Macey, 2013). Leadership approaches that encourage open communication and respectful feedback can also strengthen trust and team stability (Walumbwa et al., 2008).
· Improve service recovery consistency for leisure-facility complaints
Leisure facilities are high-contact and high-risk for complaints (e.g., cleanliness, equipment faults, overcrowding). A short service recovery script and clear escalation route (who to contact, what compensation is possible, how to record issues) would improve consistency and protect guest satisfaction. Service recovery research highlights that effective complaint handling strengthens satisfaction and loyalty even when service failures occur (Tax and Brown, 1998; Smith, Bolton and Wagner, 1999; Maxham and Netemeyer, 2002).
· Strengthen pool and leisure risk controls through clear responsibility roles
Because swimming pools involve legal and safety responsibilities, operational clarity is essential. Assigning clear person-in-charge responsibilities by shift (even if shared) improves accountability and reduces gaps in safety monitoring. UK guidance highlights the duty to protect pool users and staff, requiring planned safety management and competent supervision (HSE, 2026). Health research on recreational waters also reinforces the need for strong monitoring and management controls to reduce public health risks (Giampaoli and Spica, 2014).
· Use continuous improvement reporting for maintenance and hygiene issues
Small problems (e.g., broken lockers, missing signage, low stock) can accumulate and damage service quality. A simple reporting system (logbook or digital form) for maintenance and hygiene issues supports continuous improvement and prevents recurring service problems. Continuous improvement research in service organisations links structured problem reporting to improved reliability and performance over time (Kaynak, 2003). This also supports staff experience by reducing repeated frustrations and preventing blame-based communication when faults repeat. Continuous improvement approaches emphasise incremental operational adjustments to enhance service quality and organisational performance over time (Bhuiyan and Baghel, 2005).
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