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Student learning log

Introduction 

Starting at Reading Novotel (All Accor, n.d.), I expected to learn about team dynamics and management in guest services. As I explored, I discovered a network of interconnected departments shaping the guest experience. Initially interested in housekeeping and maintenance, I realized it's more than just cleaning rooms; there's a hidden web of collaboration between departments, adding depth to my understanding. 
My student log will start with the housekeeping as that was my first experience from the guest services and operations where i had a chance to spend a day with the housekeeping manager Ana, and understand better the work she is assigned for, and the tasks and duties for the day. Their tasks differ by daily, weekly and monthly.  Before the beginning of the hotel placement, I had certain assumptions and expectations about the housekeeping operations. However, once I learned the many tasks they need to complete and the complexity of each, my perspectives are shifted and realised that there is much more than cleaning rooms. It goes far beyond that. It requires a great level of intercommunication with the other departments to ensure seamless guest experience (Jayanti, 2023).
First in the morning the day planner needs to be printed for the girls to know what rooms are stay overs and departures, one of the most important parts of the housekeeping is the planning process (Lacalle, 2022). According to the day planner list they know what their needs to do and what to clean which rooms just to change the linen or leave them. Before I printed the list with Anas help and supervision, we went to the reception and double checked if everything is correct and also we checked the WhatsApp manager group for the communication to add the rooms where the sofa beds need to be opened then we handled this list to the cleaning supervisor. I felt a surge of responsibility, almost like stepping into a managerial role. This hands-on experience offered a sight into the dynamic interplay of communication, coordination, and unexpected variables that shape the daily rhythm of hotel operations (Nebel, 1991d, p.124). 
 As I shadowed Ana, The exposure to the inner workings of the housekeeping department, as well as experiencing a managerial role, has significantly improved my organizational and leadership skills as I've learned to communicate more effectively, ensuring that tasks are understood and executed correctly (Forsey, 2022b). I also understood the importance of the better communication and team, as it boosts team morale and ultimately helps drive better results for individuals (Cooks-Campbell, 2022). I gained appreciation for the administrative aspects of the housekeeping, and towards Ana, who have become a manager in such a short time and whenever something goes wrong or someone calls sick she is the one doing the job without complaining.  As is a big hotel with over 170 rooms and over 20 girls who are employed to clean the facilities, but not more than 8 on a busy day. Ana's mention of checking 100 rooms on certain days raised questions about efficiency and time constraints (Edwards, 2022). It highlighted a potential gap in the company's allocation of only 23 minutes per room, suggesting a need for more realistic time management strategies to ensure thorough cleanliness.
Kolb’s reflective model (Kolb, 1984)
Concrete experience 
During my placement at Novotel Reading, I observed a recurring issue with the deputy housekeeping manager. She consistently missed deadlines for essential tasks, such as ordering linens and chemicals. This resulted in operational disruptions, staff frustration, and delayed guest services. I witnessed the challenges this created, affecting the hotel's efficiency and guest satisfaction.

Reflective observation
Reflecting on this experience, I realized the significance of the deputy manager's oversights. This prompted me to think about the factors contributing to these issues, such as communication breakdowns, time management challenges, and lapses in attention to detail.

Abstract conceptualisation 
This experience led me to explore related management theories and concepts. One theory that came to my mind is Maslow's Hierarchy of Needs (McLeod, 2023). This theory suggests that individuals have different levels of needs, and they must satisfy lower-level needs before moving on to higher-level ones. In the context of the deputy manager's inconsistency, it's possible that her basic needs, such as job security and a safe working environment, aren't being met. Addressing these fundamental needs might be essential to improve her performance



Active experimentation 
Addressing the issue that I observed in the hotel related to the deputy manager’s inconsistency I came up with the solution in practical manner that I would use to resolve this problem. 
Engaging in a critical dialogue with the deputy manager is essential. Understanding her perspective helps identify potential improvements. Applying Maslow's Hierarchy of Needs, it's crucial to assess if her basic needs are met. If not, addressing these needs is vital not just for her performance but for creating a positive environment in the housekeeping department.
Additional Solutions and recommendations that may help 
Providing trainings Investing in training regularly is crucial for the hotel (Poloandtweed.com, 2019). Providing trainings to the deputy manager to enhance her time management and attention to details. Assigning a mentor next to her also would be beneficial idea 
Monitoring her performance to understand where she needs help and organise meetings to improve the communication in the department and help her to understand the importance of not doing everything alone but to delegate the jobs in the department so she can have time for do her assigned tasks. (Crawford, 2001).
Incentives could be a good idea also to motivate a person with rewards if she can meet the timeframe and improve her time management with it. It could be something tailored to her.

 
Missed opportunity 
There was a sustainability related seminar that was originally scheduled to take place in the hotel. However, circumstances led to the relocation of the seminar to Bristol, coinciding with a day when I had previously requested time off at my workplace. I am aware would be beneficial for my personal and professional development and also sorry because I couldn’t attend. It would be a valuable insight and raising awareness about the importance of the sustainable practices and their implementations into the hotel practices to reduce the environmental footprint (eHotelier, 2021).

Conclusion
In conclusion, my Novotel Reading experience provided valuable insights into housekeeping operations and the challenges faced by the team. The observation of the deputy housekeeping manager's inconsistencies underscores the need for effective management. Utilizing Schon's Reflective Model, I engaged in 'reflection on action' to analyse the issue and explore Maslow's Hierarchy of Needs as a relevant management theory. This experience further motivates me to study and apply management theories to address real-world issues, nurturing my commitment to the hospitality industry's success. As I move forward in my studies and future career in hotel management, I'm excited about the opportunities ahead. My goal is to continue honing my leadership skills and making a positive impact on the teams I work with, ultimately delivering outstanding guest experiences.  
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