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Executive summary

This report will discuss about the housekeeping department and back of house which in this case will be the engineering department. A vast information will be given regarding these department and responsibilities and trainings of each manager department to present a daily basic life routine.































Introduction

The hotel operations are a broad term, which refers to various departments responsible for the day-to-day running of a hotel. This involve management of the hotel and its processes, ensuring customers are provided with a good level of service, expenses, keeping track of the income, similar tasks, and other businesses financial information. Every component of the hotel operations needs to work together and to have effective communication between different departments. When these components are maintained and working effectively, the hotel can provide a high-quality service (Hotel operations guide: learn how to run your hotel successfully, nd).

This report will provide information regarding the housekeeping department and back of house.


















Main body

During my placement, I was shadowing the engineering supervisor in the engineering department, which is an essential part of the hotel. Is an important department because in case something is broken or damage, they can solve any maintenance issue in the hotel. This area is very busy in the hotel and all the departments have a strong connection with them, especially front desk. In the reception in Marriott hotel Cardiff, they have a maintenance log, where everything is reported by the receptionist. The engineers must check this report daily and fix all the problems during the shift. In the meantime, they will receive phone calls regarding any issues within all the departments as housekeeping also. The communication between them must be effective during the shift to have the issues solved in time. Usually, they try to prioritize all of them but sometimes they will be guided by the gravity of the problem. If for example is a water leakage, they will go to that first because can create more harm.






A hotel engineer looks after the mechanical system, facilities of the hotel and equipment. This incorporates preventative maintenance, inspections, making repairs, diagnosis problems and installing new equipment. The engineer in the hotel is also responsible to keep the building’s systems in compliance with applicable local, state and possibly federal codes and regulations. In the same time, their role includes also safety. They are in charge for the maintenance of vital safety equipment like extinguishers and sprinklers. Moreover, they are running tests of fire alarm to ensure the system is working correct, schedule recharges of extinguishers and schedule the necessary inspections (All about Hotel Engineers, nd).






In the Marriot hotel, the engineers’ team work very hard to assist the guests’ issues and demands during the shift. They are a real good team, as they communicate effectively one to each other and they must confront different situations during the shift. 
According to McDermott & O’Dell (2001) team culture is defined as shared values, beliefs, and practices of people in the organisation.




In my placement in the engineering department, I was introduced to the team, their job role and I can see how one of their days is running. I can admit that they are very occupy and in their hands is the safety of the hotel. During my shift, we were informed of a PPMS check of rooms to inspect if anything was broken. They use a computer system in their office where they can see if any issues within the hotel rooms is.

Planned preventive maintenance (PPM) is any form of maintenance on a piece of equipment or building fabric, that is scheduled and conducted on a regular basis. With this type of scheduled maintenance, testing, equipment inspections and services are carried out regularly by specially trained technicians. This type of maintenance help to avoid commercial equipment from breaking down unexpectedly as well as ensuring operating efficiently and safely. In the same time, is done in the idea of ensuring all the equipment stays compliant with regulations such as Gas Safe or FGAS , which is very important. What is involved in this checking are the following: testing of the connections and repairing, cleaning filtres and replacing them if required, checking the thermostats, fitting parts to ensure the equipment is within warranty, checking for any leaks in the air conditioning, HVAC, or ventilation system (What is planned preventive maintenance, nd).

Moreover, I was informed that usually in the shift are working three of the engineers and their timetable is from 8:00 am to 16:00 pm and one will stay until 19:00 pm. In the weekends their schedule is from 10:00 am to 17:00 pm, but they are on call if is a serious situation happening in the hotel. If is something urgent, the engineer needs to come to the hotel and fix the problem when they are on call. During my shift, I was checking the fire exits with the engineer and he was checking the BMS system which includes the air conditioning, heaters everywhere in the hotel. He was making sure all the doors where the central heating and electricity is connected are shut and all fire doors are working.In case of fire this is very important to be done daily and rigorous checked to avoid any unexpected circumstances and harm during a fire. If there was something needed to be done, he was repairing them immediately. The engineer shows me how to check a room from their checklist. He was making sure the TV is working, the phone is plugged properly, the lights are working, the fridge, the water. All the equipment was disinfecting the shower cap, the lead from the sink and the bath equipment all in the toilet bin with warm water including the ventilator from the bathroom, which is very important to be clean and inside the ventilation.
As well is known popularly, bacteria, germs and viruses are spread from person to person or from objects to person. The hotels have a disinfection plan on the way that bacteria can be eliminated and removed. Having the room, bathrooms and other facilities clean, neat and tidy increase the quality of services and help to meet guests expectations (Housekeeping service for hotels, nd).



At the same time in my research in this department I investigate which trainings a manager engineer is doing. These trainings are the followings: Health and safety, First Aid, Legionella training, Manual handling, Fire training. Also, the manager is a trainer for three of these trainings: Fire training, First aid and Manual handling.

The engineer manager was giving me information about his daily basic routine. He is making sure the things run smoothly within the hotel, he is responsible for the health and safety and is doing bedroom service every 16 weeks. He is dealing also with the waste at the back of the hotel, contact the waste company three time a week. He saying to me that the hotel is promoting the sustainability, all green, Marriot try to avoid plastic.


Marriott hotels are working to reduce the environmental impact, build and operate sustainable hotels and source responsible. The company try to minimize the environmental footprint by sustainably managing the water and energy use, reducing the carbon and waste emissions and increase the use of renewable energy. Marriot create sustainable hotels and their purpose is to reduce the negative environmental and social impact on the business activities. Their brand concentrate on sustainable, responsible, and local sourcing (Sustain responsible operations, nd).

 
The manager is looking after all the issues related with water, electricity, and gas in the hotel.
Regarding the staff contracts, he was saying that every staff in his department have a permanent contract and most of them working in the hotel more than 16 20 years.

My experience in the engineering department was very useful, even for my life routine everywhere. I’ve learned essential skills and I know these will be a step forward for my future. This department is very complex.























Housekeeping is a key department of any hotel regardless of size or class. The hotel housekeeping incorporates the team of employees responsible for cleaning tasks. Some of this department objectives are the following: to eliminate and control pests, to preserve the overall cleanliness of a hotel constantly, to care and manage for all hotel linen and laundry, to care for all fittings fixtures and furniture in the hotel (Housekeeping in Hospitality: Role, function, and standards, nd).

Lockyer (2005) cite that cleanliness is prime factor while selecting a hotel to stay by the business guests as well by the accommodation managers.

According to Nguyen and Liblanc (2002) the clean and well-maintained rooms and physical environment had a notably affirmative impact on apparent corporate image and guest satisfaction.

In my placement in the housekeeping department, I saw how the daily routine of a manager is and what they are doing. The manager at the start of the shift is taking the VIP sheet from reception and is starting to prepare the board for the staff (late check-out also). The manager prepares the daily sheets, and everyone have their room allocated for that day. Also, she is taking care of the stay over list and allocate someone to look after these rooms. If a guest is stays more than 5 days in the hotel, the third day the lining is changed.
Moreover, every day the room must be clean, except no disturb signs. The time to clean the room for a check-out it 24 minutes and for a stayover is 15 minutes.  In a normal shift in housekeeping, they have maximum 15 staff and usually for one person are allocated 14 rooms or 20 for stayover or mixture of them. The housekeeping staff started at 08:30 or 09:00 and they are finishing around 17:00 latest depends what time they are finishing the rooms.
Regarding the late check-out, the guests from KLM company they check-out at 16:00. Depending of the membership, for example, the gold members 2 hours late check-out,the platinum, titanium and ambassador they have at 16:00 o’clock check out.
The manager inform me about a company called Omni,which is in collaboration with their department.


Omni is built on four simple principles: Value, Quality, Reliability and Transparency. This company have over 40 years of housekeeping experience and also they are specialised in the provision of fully-managed hotel cleaning service (Leading world class provider of be spoke and sourced services, nd).

The manager also told me about the contracts for the staff. Full time contracts are for the manager, assistant manager, and supervisor. They have one person with part time contract 15 hours, but most are on zero hours contract. The working hours started from 09:00 am to 17:00 pm.For the staff in the morning, they have a sign in and out and they are not using the clocking machine like other departments. She informs me that they have a contract meeting every week on Wednesday, where they are discussions about hotel, meetings, conferences events, check-ins and also, she attends at the daily meeting in the hotel, which is like a handover. Regarding the staff uniform, they wear a navy t-shirt, black trousers, and black shoes. Moreover, she is doing the staff rota, and their holidays. If someone is calling sick, they need to call 4 hours before the shift starts. If they are absent, they will talk with that person, call them, and find out what happened. If they are not answering they will be absent in the system. In case that happening many times, the manager will contact Peninsula company to ask for advice what to do.

Peninsula company assist the hotel with difficult package as: human resources, health and safety and employee wellbeing. They also offer support with: manage staff conduct, reduce sick leave, update staff contracts, create risk assessments (Providing professional HR and health and safety services to small business across the UK,nd).

In the meantime, I was told in case of sickness and diarrhoea, the staff must be out of work for 48 hours. Another important aspect she said to me is that in case a guest wants to speak with their department they cannot do it because they are not having GDPR in place.

Regarding the team motivation, the manager gives them a day of when needed. They have a reward named, The associate of the month’ for this department. `They earn this if they are on time, helpful, teamwork, the rooms are done up to standards, they have a good communication, support other colleagues if they are short.
At the same time, the manager is doing all the ordering for the department as tea, coffee, milk, toilet rolls, hand towels for public toilets, chemicals, all toiletries, sugar and more. Another task the manager have is to order the limning every week, usually order more, except of pillowcases which can be done on property.

In the employment side, the manager is looking for some criteria’s which are: CV, experience, not under 18 years old preferable, no references needed, no DBS, give opportunities for no experience staff who want to work. The shadow shifts are 3 days and after they work on their own. The manager informs me that they are full staffed now, no issues about this. Also, she give me examples of other duties in the daily routine as: check e-mails (front desk, manager and respond to them, check voice guest reviews (the score), check rota every day, new rota for next week to update and covered and answer phone calls. Also she told me that a manager for housekeeping needs the following trainings: Induction training, Site specificants: Carrying loads, Using compacting machine) , Health and Safety, Fire training. All of these are online.

During my placement in housekeeping, I’ve learned a lot of essential skills and I understand more how the work in housekeeping is done daily. This will help me in the future to be more qualified and to have more knowledges in this field. Moreover, I’m planning to do more research and need profusely about this department which I found one of the best in the hotel.
























Conclusion

My overall conclusion about these two departments is that I have a good opportunity to work with such a professional team, very well skilled and well prepared. Was a good experience, useful for the future and I’m sure with all the knowledge I received in these placements I will be able to approach some situations in the future and take the best decisions.




























Recommendations

I have a recommendation for the engineering department, and this is about a part time employer for the morning shift, which can help the supervisor in charge with the morning duties. This will take a bit the stress from the supervisor and give him time to solve all the duties in time and with no stress.
For the housekeeping department is not too much to add just the idea of creating some special arrangements for special events. This will give more value for the guest accommodation.
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