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Managing Guest Service Operations Learning Log

Stage 1- Experience
I had to set up a housekeeping trolly to clean rooms. The trolley included various materials needed to set up and cleans a room. There were different clothes needed to clean various sections and a sheet of paper that had a list of rooms that needed cleaning.  By entering the guest room it required knocking on the door 3 times and entering using the door key.
 Each room needed to be clean within 24 minutes to Premier Inn Standard.  Shadowing it showed me the process of room cleaning as well as self-check after cleaning room. The process to clean rooms and check updated room checklist sheet.
Melissa, (2014) describes continental breakfast in the 19th Century many Americans had greater wealth so families had a variety of foods.  However, continental is referred to as more than just the dish served, it also describes its pricing. These items on the continental breakfast would be a typical family breakfast which includes eggs meat, fish, bread, butter, jam, cornflakes, etc. Moreover, people were much more hard-working than today so they needed more necessities. 
The route that housekeepers are trained to do is tested to be the most efficient way to clean the room and not waste any time. This has been calculated to be around 24 minutes for a single/double occupancy room. It’s about 26 minutes for a twin room and 30 minutes for a family room due to having to set up the extra beds.  In the beginning, I felt tense that rooms need to be completed in a certain time but as I did clean the rooms I felt a bit eased. I did not feel nervous entering the room.
 
Stage 2- Feeling
 My feeling was that from the beginning it looked easy to change bedsheets, and striping of the bed but as I was more involved in the work. It seems hard-working, exhausted but at the same time enjoyable as you would be busy doing things. 
 My feeling before was easy-going but as I started stripping the bedsheet, and duvet. It was not hard to do but it was a very physical job, arduous.  Putting the bedsheet and the pillow covers was not so difficult but changing the duvet I felt was the hardest.
 I had to make sure there were no marks on the sheets and to make sure the duvet was not inside out. I had to place the duvet flat on the bed and then put the duvet cover and then tuck it inside the main mattress in a way to Premier Inn hotel standard. 
I found changing the bed was a bit challenging, but after doing it some time I was feeling more eased and manageable
Stage 3- Evaluation and Steps- Analysis
As part of my placement, I had to cover a certain amount of hours and for that reason, the work on housekeeping was not enough so I would start early and help in the food and beverage and kitchen department with breakfast. The outcome of the situation was to have the room clean in a professional way. 
The main purpose was to clean the room and have it set up presentably for the new guest’s arrival.  I wanted to make sure guests had a comfortable stay and felt welcomed
Other people thought that I have done well and learned quickly, but the job itself can be stressful. Other people feel that I am a hard-working person and can cleanroom without anyone’s supervision.
During the situation, I felt fatigued and a little bored as it was repeated work, but I still managed to continue to do the work. Now I think that I can do the job own initiative but it would be boring as the duties are the same and not challenging. 
The good thing was that the colleague who was showing me was very approachable and explained to me the steps needed to clean a professional standard room.  She was friendly and open and guided me throughout and the only bad experience I had during covering my hours in the food and beverage department.
 The manager who was on shift, I felt was unprofessional.  I was told not to take breakfast orders as I wrote down incorrect table numbers as there were notable numbers displayed.  The manager called my name and asked me which table this breakfast goes to and explained to her that it was this one but rather than she would take me to the office, she said in front of others not to take any more breakfast orders, where I felt disappointed, upset and demotivated.  
Overall everything went well as the job itself to me was very easy but I feel I have improved and learned more about making the bed well, it was hard but I learned it quickly. Within the housekeeping everything was ok for me there was no problem during my shift. The only problem was dragging the trolleys as it was too heavy due to my physical problem I was not able to do this and hovered.
  Another thing that went not well was part of my shift working in a restaurant and how the manager approached me I felt demotivated and did not want to carry on with the placement and felt scared and anxious.  We both clean the room and spread the work between us. Sometimes I made beds and sometimes another person. 
Furthermore, she cleans the bathroom and vice versa.  When I completed my work I approached other colleagues if they needed help and I helped them to save time and manage their workload. 
Things went well because the other person was approachable, friendly, and was able to communicate and explained things well, we both collaborated within completing a task and worked as part of a team.  I had my previous work experience knowledge and expertise which made things work more smoothly.  
Things didn’t go well because of manager’s approach was negative, it impacted me personally and the reason I felt scared and did not want to continue with the placement.  The sense I can make of the situation is that due to the work pressure of this particular manager, they were unprofessional, unorganized, and unapproachable. 
According to the University of Cambridge, unprofessional behaviour is causing a situation or gesture to another person causing distress and discomfort. It is also degrading, intimidating, and unacceptable behaviour such as looking at a person in a way that this person is unwanted. I felt that this particular manager was doing this to me and I felt hostile and violated in my dignity. 
Stage 5- Conclusion
I have learned that if you are working in a group. You must first plan, prioritize and time manage the situation/work.  Also dividing the work in between or sharing duties and responsibilities will help in completing work on time, however, always have a Plan B action plan.  
The skills I need updating training in housekeeping, planning, time management, organizing skills, and working under pressure.  
I can develop the required skill by attending regular training and having regular supervision with my manager or supervisor.
Stage 6- Action Plan
I can make sure I act differently next time by  Prioritising, Planning, Organising, and having a team meeting.  I got bored of the work and did not enjoy the placement as I very much wanted to end the placement and not go. 
 This happened because there was no work, the manager seems to be motivated, encouraged, and excited in the beginning during the first few days but as the weeks and days progress everything seemed to go slow and demotivated. 
I could make this better in the future by having to choose a placement where the company is larger.  I could have had regular meetings to review my skills, etc but since I have been to the placement there was no meeting for appraisal purposes.
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