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[bookmark: _heading=h.gjdgxs]1.0 Introduction 
Hotel management involves the critical responsibility of monitoring the everyday operations of a hotel institution while planning for long-term growth. Successful hotel administration lies in the combination of strong commercial knowledge, a thorough awareness of the details of the hospitality industry, and an unshakable drive to generate excellent customer satisfaction (O'Fallon and Rutherford, 2010). This report investigates the insights obtained through my learning log as a leisure club supervisor at the Novotel Southampton. A learning log acts as a customised repository documenting one's learning and personal development journey, allowing a tool to reflect and record progress and understanding within a certain topic or sector (ASET,2017). In building this report, I will dig into my interactions during my hotel sector placement utilising the Gibbs reflective model to present a well-structured study of the processes and obstacles met during the experience.
1.1 Overview of the Placement 
A Novotel Southampton's Leisure Club Supervisor supervises daily operations, manages employees, maintains amenities, and assures guest pleasure. They also manage budgeting and program creation. The placement at Novotel's Leisure Club gives hands-on experience in operating a high-end facility and offering great guest experiences.
1.2 Overview of the Issues in The Hotel 
Established in 1990, Novotel Southampton is a well-known hotel in the dynamic city of Southampton, United Kingdom (all.accor.com, 2023). The hotel is a short walk from Southampton Central rail station and major attractions, including the Titanic Museum. Get to New Forest National Park or Peppa Pig World in no time or explore the surrounding beaches and the coastline. This modern facility is part of the famous Novotel brand and provides pleasant and convenient rooms (all.accor.com, 2023). The hotel offers a multitude of services and amenities, making it a popular option for both business and leisure guests. However, visitors have regularly voiced concerns about specific quality difficulties. Overpriced food and drinks have been a subject of criticism, forcing some tourists to seek eating alternatives. Additionally, the inadequate care of public facilities, such as hallways and common rooms, has left a less-than-favorable impression on visitors. Addressing these concerns is vital for sustaining the hotel's image and guaranteeing a wonderful experience for visitors.
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Fig 1: Novotel Southampton in UK
[bookmark: _heading=h.30j0zll] 2.0 Gibbs’ Reflective Cycle
In 1998, psychologist Graham Gibbs created a formal framework for post-event reflection, consisting of six discrete phases. This model acts as a tool for introspecting following an individual experience, as indicated in the study of Adeani, Febriani, and Syafryadin (2020). The cycle's relevance rests in its capacity to legitimise the investigation of emotional responses and reactions.
Description 
The post of Leisure Club Supervisor at the Novotel Southampton comprises a variety of specific tasks and requirements. My most significant job would be the leadership and administration of a team, including defining performance objectives, delivering advice, and assuring continuing support, as necessary. A key feature of the role is to ensure that customers get a wonderful experience while using the leisure club amenities. This involves discussing and resolving any problems that may occur and ensuring that the club's services fit with the visitors' expectations and demands (Zhan et al., 2023). Managing the club's budget, ensuring financial objectives are fulfilled, and successfully resolving any concerns, whether they relate to guest comments or operational difficulties, are also key components of my position.
Feelings
In this stage of reflection, I recognise the varied variety of emotions and ideas that arise throughout my experiences as a Leisure Club Supervisor at the Novotel Southampton in the UK. Several things, including my personal circumstances, the dynamic environment, and the weight of my duties impact my emotional landscape. Working inside the famous Novotel Southampton Hotel gives me a feeling of exhilaration, considering the prominence connected with this renowned hotel group. Simultaneously, the increased obligations that accompany my employment as a supervisor may elicit a degree of pressure and a great feeling of duty to achieve and satisfy the elevated expectations that come with the position. I feel satisfaction in my achievement with the advances I have achieved in my profession. However, the heightened duties and problems of supervising, especially when managing a big staff or coping with an extensive workload, may create stress.
Evaluation 
In keeping with Pieper et al. (2021), appraisal plays a crucial role in measuring both the good and negative impacts coming from my experiences. The event comprised both pleasant and negative parts. On the bright side, the comments from guests and the participation of my staff played a crucial role in boosting the leisure club experience. These insightful ideas and collaboration were important for providing a high-quality experience to our members and visitors. However, several places did not go as well. The ongoing quality difficulties inside the hotel, such as service discrepancies and maintenance concerns, often impacted the flawless running of the leisure club. This faced issues in delivering a consistently wonderful experience for both members and visitors. Both positively and adversely, I participated by managing and resolving difficulties inside the club. My communication abilities were a plus, but the vast environment of back-office administration demanded more growth. Additionally, it underlined the need for increased work and stress management abilities, which would help not just myself but also the whole situation and the experiences of others involved.
Analysis 
In the critical analysis phase, I reflect on my role as a Leisure Club Supervisor at the Novotel Southampton in UK, led by Oviawe's framework (2020). The position has been a combination of accomplishments and problems. I discovered that my leadership style and management approaches, especially in encouraging and engaging the team, provided great outcomes. Staff employees reacted strongly when their efforts were acknowledged and respected. However, there were times when communication gaps and linguistic problems hampered the team's cohesiveness. On a bigger scale, the quality difficulties inside the hotel, as previously noted, did influence my position. Service discrepancies and maintenance difficulties, at times, impacted my ability to give visitors a smooth leisure club experience. Such obstacles may lead to visitor unhappiness, and as a supervisor, I frequently had to handle these concerns, which, in turn, affected the overall performance of the leisure club. Recognizing the larger quality challenges in the hotel, I am dedicated to continual improvement and a collaborative approach to ensuring that the leisure club retains its reputation for excellence. This means resolving both internal and external obstacles to improve the entire club experience for members and visitors.
Conclusion 
As per Adeani, Febriani, and Syafryadin (2020), the job of a Leisure Club Supervisor rests on the unique conclusions and discoveries of the study. This circumstance has taught me the necessity of good team management, leadership, and problem-solving abilities in my position as a Leisure Club Supervisor in the health and sports area. It has also underlined the vital role I have in moulding the experience of club members and visitors, directly affecting their pleasure and loyalty. Aggressive steps to fix the hotel's quality concerns are important to create a more favourable scenario for everyone. Developing my conflict resolution and problem-solving abilities, and strengthening communication, will be crucial for addressing similar circumstances more successfully in the future. Reflecting on this experience, I understand that a more proactive approach to resolving quality concerns may have enhanced the overall experience for everybody concerned.
Action plan 
	Skills
	How to Improve
	Duration

	Communication
	Enhancing customer service communication skills, focus on body language, tone of voice, and self-confidence.
	3 Months

	Task Management
	Implementing task tracking through lists and planners, utilising task management apps, and prioritising tasks.
	6 Months

	Decision Making
	Developing decision-making skills by seeking guidance from mentors, analysing past experiences, and enhancing problem-solving abilities.
	9 Months


[bookmark: _heading=h.1fob9te]3.0 Solution for the Issues of the Hotel 
After working in the post of leisure club supervisor the hotel needs to use Customer satisfaction theory to improve the morality of the hotel and customer satisfaction. As per Kitsios et al. (2021), the theory may assist in solving quality challenges at the Novotel Southampton by giving a framework to understand and exceed visitor expectations. By studying visitor opinions and experiences, the hotel may identify areas that require improvement. The hypothesis highlights that delighted customers are more inclined to be loyal and refer the hotel to others. Thus, resolving quality problems leads to improved visitor satisfaction, more repeat business, and favourable word-of-mouth marketing. The hotel may utilise customer satisfaction theory to adjust its offerings, training, and maintenance activities to improve the entire visitor experience, eventually fixing quality concerns and preserving a solid reputation.
[bookmark: _heading=h.3znysh7]4.0 Conclusion 
The position of a Leisure Club Supervisor at the Novotel Southampton is dynamic, including many tasks and difficulties. This experience has underlined the necessity of strong leadership, team management, and problem-solving abilities within the field of health and sports. It highlights the crucial role in defining the experiences of club members and visitors, directly impacting their pleasure and loyalty. To create a more pleasant picture for all parties concerned, proactive efforts are important to solve the hotel's quality concerns. Enhancing conflict resolution, problem-solving, and communication skills will be crucial for addressing similar situations more successfully in the future. Reflecting on this experience, a more proactive approach to resolving quality concerns might have enhanced the overall experience for everyone involved. ￼
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