Hotel Placement – Managing Guest Service Operations

[image: ]


Module Name: Hotel Placement-Managing Guest Service Operations
Module Code: BMIH6003
Title: Student Learning Log
Student Name: Mariana Mironov
Student ID: 2232725


Table of Contents
Introduction	3
Section 1: Core role reflection	4
Section 2: Management of performance and Guest Service Analysis	6
Section 3: Guest Service Improvement Plan	7
Conclusion	9
References	10



[bookmark: _Toc199422602]Introduction 
During my placement at the London Heathrow Marriott Hotel, I worked in the housekeeping department as a housekeeping supervisor. My experience at the organisation was valuable and I tried to excel in my roles and responsibilities while serving best through proper communication, problem-solving, negotiation and decision-making. The following portfolio will ensure to leverage effectiveness in discussing my reflection on the experience during the placement. Analysing my skills, strengths and weaknesses, the portfolio will consider developing effective knowledge on discussing the overall management performance and guest analysis, and an improvement plan based on this.



[bookmark: _Toc199422603]Section 1: Core role reflection 
While reflecting on my placement experience as a housekeeping supervisor at London Heathrow Marriott Hotel, I have effectively concentrated on ensuring success while giving my best to the process. Through the help of Kolb’s reflective model, I can aim to emphasise learning through experience, reflection, conceptualisation and active planning.
Concrete Experience
During my placement, I took on the role of housekeeping supervisor. My duties were to efficiently assign room cleaning tasks, check completed rooms for quality, handle guest complaints related to cleanliness, and coordinate closely with the front office to ensure timely room readiness. I also aimed to develop a critical support for the new housekeeping stage with training and performance feedback. This approach of mine encompassed the overall placement time while ensuring to communicate with the department members to maintain trust and transparency in the process (Haynie, 2025).
Reflective Observation
Through observation and day-to-day involvement, I have recognised that clear communication and effective delegation were vital points to the success of the housekeeping department. I have efficiently noticed that the employees are potentially facing issues in managing efficiency. I realised that effective delegation, as well as potential communication, is vital to the success of the housekeeping department. I have noticed that instructions were unclear or workloads unfairly distributed, within staff morale. A potential decrease in the staff satisfaction and loyalty has been noticed while having negative gest experience by me. I also observed that teamwork was essential, especially during high-occupancy days when we had to clean a large number of rooms quickly and thoroughly.
Abstract Conceptualisation
[bookmark: _GoBack]While working in the placement process, I have effectively experienced different challenges and strengths. This has helped me to understand the importance of key management skills. As outlined in the management theory, leadership emphasises not only directing a task whlo aims to inspire and guide the staff members. I have accounted that delegation is important as this ensures that every task has been distributed according to skill and workload while preventing burnout. Both verbal and non-verbal Communication in the context of team dynamic management is important for synchronising essential team efforts while avoiding errors. On the other hand, another challenge has been noticed by me where the need for problem-solving and better decision making has been introduced as significant in the context of unexpected issues. For instance, one day while working in the evening shift, there was a guest influx and multiple early check-in cases where several rooms were still uncleaned. In this context, I had to tools a sudden decision while reassigning staff, and I helped my own to clean the rooms to maintain staff satisfaction.
Active Experimentation
For improvement in my soft and hard skills, I will aim to attend leadership workshops. This will help me improve my confidence in team management. I will also enhance my time management skills while using scheduling tools and techniques such as the Pomodoro technique. To work more efficiently, I will request monthly feedback from the senior staff. This will help me to understand my gaps while having proper monitoring of my own progress in the areas of improvement (Elkhwesky et al., 2022).
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Management Styles: The housekeeping manager adopted a transformational leadership style, which improved motivation through encouragement and recognition. As effectively highlighted in the management and organisational behaviour of level 5 of the module, this style mainly fosters trust and employee engagement. I have been able to learn that this can be effectively aligned with Armstrong’s views on motivation in service leadership (Yeo, 2025).
Health and Safety Compliance: The health and safety compliance is significant in leveraging effectiveness, as the department upheld health and safety standards effectively. The staff has been provided with frequent training on chemical handling, proper lifting techniques, and emergency procedures. On the other hand, potential compliance with COSHH Regulations (2002) and HACCP guidelines has been ensured in the organisation (GOV, 2025). I realised the company has tried to ensure reduced injury risks while maintaining hygiene with consistent industry practices.
Culture and Teamwork: The culture of the company was significant, with a diverse approach and inclusiveness. A supportive and diverse environment has been fostered while influencing team morale and guest experiences. Our team represented various nationalities, and the cultural inclusivity helped enhance interpersonal relations (Hendrarto et al., 2022). This mainly aims to align with the Personnel Resourcing and Development of knowledge from the Module of Level 5.
Marketing and Guest Experience: The company has not showcased their effectiveness while being directly involved in marketing. The housekeeping team influenced brand reputation while having cleaned, which is a critical touchpoint in customer experience as emphasised in the hospitality and guest services learned in the level 4 of the module. However, the Spotless rooms and timely services have ensured effectiveness in a marketing context (George, 2025).
[bookmark: _Toc199422605]Section 3: Guest Service Improvement Plan
Identified issue
The significant identified issue encompasses a recurring issue observed, which is delayed room readiness during peak occupancy. This has mainly led to guest complaints and issues in reducing the satisfaction rate of the guests. The long wait times have also been a significant issue, which has caused the organisation to face reduced guest service (Vanegas-López et al., 2024).


Significance of Issue
The significance of the issue is critical as the timely room turnover is crucial for guest satisfaction. It has been significant that the customer data from the organisational context shows that delayed check-ins negatively affect customer perceptions and loyalty (González-González and García-Almeida, 2021). Housekeeping often faces this issue due to insufficient staff or communication breakdowns within the front office.
Improvement Plan
	Stages
	Steps to be taken
	Implementation process.

	Step 1
	Implementation of Real-Time Communication App
	Applications such as HotSOS can effectively provide live updates on the room status to housekeeping while updating on room status. This can allow them to reduce miscommunication between housekeeping and the front desk. This can align with digital transformation trends while ensuring effective hospitality operations. Reducing conflicts can improve staff coordination while ultimately resulting in better online reviews (Legrand et al., 2022).

	Step 2
	Cross-Train Staff for Multi-Tasking
	Implementation of proper training for laundry and public area staff to assist with room cleaning during peak times can be beneficial.  This can be a flexible approach in staffing strategy, which is aligned with Marriott’s operational best practices for efficiency in the business.

	Step 3
	Introduction of Room Prioritisation System
	The company can create a tiered room-cleaning priority schedule. This might encompass the approach of VIPs and early check-ins at the first stage. This can allow the organisation to have a smoother guest transition and more efficient workload allocation in the business context for managing guest influx (Gössling and Hall, 2021).
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My placement at the London Heathrow Marriott Hotel offered valuable hands-on experience in the housekeeping department. I have effectively achieved my learning objectives while developing potential skills in context of a supervisory approach. I have learned to understand the guest service cycle while developing betterment in enhancing team communication in pressure situations. While potentially identifying the area of development, I have been able to leverage effectiveness in ensuring growth through an informed structure. I have been able to achieve a solid interest in hospitality management, which has allowed me to develop effectiveness in further leadership approaches in the industry.
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