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Introduction

In my learning log, I will present my experiences in the housekeeping department during my placement at the Mercure Bedford Centre Hotel. This department is outsourced to an external company called WGC, which is a prominent British company that specialises in offering a wide range of services, including hotel housekeeping and other cleaning services. They cater to some of the most prestigious hotels, brands like Accor. (WGC, 2024)
As I have experienced, this is a cost-effective solution for the hotel. By outsourcing, the hotel can avoid the expenses of recruiting and overseeing a complete in-house housekeeping team, which includes costs such as salaries, benefits, training, and equipment. Instead, the hotel can pay a predetermined fee to the WGC. (Gamalath, 2023)
The department has a hierarchical structure with the housekeeping manager on the top, followed by the supervisors and the room attendants. This hierarchy helps increase productivity and efficiency because tasks are designated in such a way that staff know exactly what they need to do and who to report to when there’s a problem. (HR Courses Online, 2023)
My objective during the placement was to acquire experiences that would provide me with the necessary understanding of the work-based abilities and technical knowledge required by managers and supervisors to provide excellent customer satisfaction.


Reflection on Experience and Personal Development

On my first day of the housekeeping department, I was able to gain insight into the housekeeping manager's morning tasks, which I found to be very complex and required extreme attention to understand exactly how the rooms are distributed among the room attendants. The manager and the supervisors are in close and continuous contact with the front office manager and the reception regarding the occupancy and cleanliness of the rooms. As I've experienced, it doesn't always go smoothly. To promote flexibility and increase efficiency, the two departments use several applications in addition to the email connection to transmit and confirm information about the rooms, such as FOLS and WhatsApp.
There was quite a big contrast with my previous experience in a smaller hotel in this area. I gained an insight into the operation of a larger hotel, which obviously requires much more technological knowledge. I felt a sense of satisfaction as I believe I have great abilities in this area. 
Moreover, it was very inspiring to witness the careful execution of tasks by people with the right knowledge and skills. I also became aware of the extraordinary importance of the ability to work well in a team.

Critical Analysis of Work-based Skills and Technical Knowledge

I understood on the first day, which was confirmed on subsequent occasions, what work-based skills and technical knowledge are required for a housekeeping manager and supervisors. 
For example, during the 10-minute briefing in the morning, how the manager gives precise and clear instructions about the daily tasks. I understood how important good communication skills are. Effective communication abilities enable the manager to transmit messages clearly and ensure comprehensive understanding among all employees. Additionally, it proves beneficial for composing job descriptions, developing employee handbooks, and undertaking various administrative duties. (Career Insights, 2022)
Housekeeping managers need to make decisions about how to use their human resources at each day, which areas of the hotel should receive more attention from cleaners (Career Insights, 2022). I experienced the importance of good decision-making ability when the hotel hosted a large-scale event and therefore special attention had to be paid to the cleaning of the common areas.
During the day the supervisors inspect rooms, corridors, and public areas to ensure that they are spotless, and they delegate tasks to the room attendants to maintain cleanliness to provide exceptional guest experiences. 
As I experienced that this area requires attention to detail, time management and teamwork.  (Indeed Editorial Team, 2023) Our hotel's check-in time is 3 p.m., but guests often want to check-in early. Most guests indicate their intention to arrive early when booking the room, so supervisors can tell cleaners during the morning briefing which rooms to clean first and which can wait. But I also saw many times that reception was told the guest had arrived early and wanted to use his room, so they asked the housekeeping supervisors to clean it first.

Reflection on Organisational Issues

My general experience was that I could participate in the work of a well-managed department. However, the cleanliness of the rooms did not reach the standard in many cases, as the feedback from the guests showed. I saw that the problem arose from the fact that for most cleaners the 20 minutes for the departure rooms and 15 minutes for the stay over rooms are not enough to be able to reach the appropriate cleaning standard. A solution can be to give the cleaners more time to clean. I asked this about the manager, but the answer was that the WGC has its own standards. So the cleaning company's standards greatly impact the quality of the cleaning, and unsatisfactory results are always possible. Outsourced hotel cleaning is cost-effective, but it can compromise room cleanliness. (Torres, 2024) 
This experience will affect my future career choice. I will keep in mind that the hotel I am applying to has an in-house cleaning department. 
I will highlight an experience that I believe had the greatest impact on my individual and professional development within the HK department. To analyse this experience, I will use Gibbs’ Reflective Cycle which is an extensively used model of reflection. It serves as an organised strategy to help people reflect methodically on the experiences they had in a particular situation. (Main, 2023)


1. Description
One cleaner didn't show up at the morning start without any notice. We had no housekeeping manager at the house just one supervisor.  At that day we have a lot of departure rooms, and the cleaners were already overwhelmed. I offered the supervisor that since I checked the cleanliness of the rooms with another supervisor the day before, I would be happy to take over this task from him. That seemed to calm him down a bit. This helped him think through how to reorganize tasks among the cleaners. 
2. Feelings
I was scared at first when I saw the panic on the supervisor's face, but then I felt enthusiastic about solving the problem together. It was a good feeling that he accepted my help and trusted my newly acquired knowledge.
3. Evaluation
What worked well was that each cleaner consistently delivered high-quality work by the end of the day. 
4. Analysis
Our initial division of work worked well since each of us choose what component of the task we wanted to work on, and we divided by self-identified strengths. 
I found something in group work literature that helped me understand. Belbin's team roles imply participants offer strengths and limitations to a group. We didn't think about our team members like Belbin, but we used their strengths to delegate tasks. (Wilshiere, 2023)
5. Conclusion
I learned how important it is to remain calm in all situations and to share work appropriately, according to everyone's abilities. I also re-evaluated the importance of teamwork in myself, since before I only liked to work alone. However, I have now learned that having a good team behind you is extremely helpful in solving bigger problems.
6. Action plan 
I learned that it is worth preparing well in advance even if you must spend the day with a smaller team, so that things do not come unexpectedly. I also learned that using people’s strengths is efficient. 


Future Action Plan

I need to update my knowledge of MS Office, which I can easily do with the help of online courses or at workshops on this topic. (Process.st, 2024)
I also need to work on my team communication skills. Strong communication is the driving force behind all work (Team Asana, 2022). I need to learn how to motivate a team. There is also a lot of information on this topic on the internet. 

Conclusion

By following the manager and the supervisor position I collect a lot of useful experience and it gave me a deep understanding of guest service standards. The time spent in the housekeeping department had an extremely beneficial effect on my personal and professional development, which will shape my future career aspirations in hospitality. 
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