[image: ]




[bookmark: _heading=h.scyroyvj8xk]
[bookmark: _heading=h.249ovhisnvs7]Managing Guest Service Operations
Student Name: Md Shamim Kabir chowdhury
Student ID:2234243
Module Code: BMIH6003
Word Count: 1250
[bookmark: _heading=h.q0jwie2ai9jy]
[bookmark: _heading=h.67tboucmnhew]
[bookmark: _heading=h.x47sotuf4hfq]
[bookmark: _heading=h.p2qwsfindv3j]
[bookmark: _heading=h.8r3wrhoq0x0w]
[bookmark: _heading=h.mqlz5a9uo3sa]
[bookmark: _heading=h.i2y89bptgyuf]
[bookmark: _heading=h.6gx32mopg0d7]

AI Declaration
I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI generated materials as my own work. I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence.

Table of Contents
Component One	3
Introduction	4
Section 1: Role Reflection	4
Section 2: Management Performance and Guest Service Analysis	6
Section 3: Guest Service Improvement Plan	7
Conclusion	8
References	9


[bookmark: _heading=h.mcsa2wln31qp]
[bookmark: _heading=h.5p0blkrmoor8]
[bookmark: _heading=h.jafzuvz2q5cz]
[bookmark: _heading=h.4ixfhbr6rnvp]
[bookmark: _heading=h.ptbl382tycnk]
[bookmark: _heading=h.sxhszqurcpey]
[bookmark: _heading=h.7fb2f33g75k]
[bookmark: _heading=h.qnrat2wq3w61]
[bookmark: _heading=h.o1u5r31nghsi]
[bookmark: _heading=h.j3733w4y9hjt]
[bookmark: _heading=h.adtzbe5lju45]
[bookmark: _heading=h.h7b0h8vvgjiw]
[bookmark: _Toc199801002]Component One
[bookmark: _Toc199801003]Introduction
The log focuses specifically on the housekeeping department at the Best Western White House Hotel. Its role is maintaining cleanliness in bedrooms, public areas, and hotel facilities. Staff work hard to keep the rooms clean, comfortable, and hygienic, which is closely linked to guest satisfaction. Their work helps maintain the hotel’s reputation and quality standards. The key services provided include daily room cleaning, linen service, deep cleans, and responding to guest requests.
Three learning objectives identified before starting the placement were
1. To understand and apply daily housekeeping operational procedures.
2. To observe and assess managerial and supervisory functions in a hospitality organisation.
3. To build interpersonal communication skills, teamwork, and time management.
The housekeeping staff is responsible for the image and guest satisfaction ratings of the hotel. Having a neat and hygienic setup creates a good impression among the visitors and shows the concern the hotel shows towards high standards and quality. This actually influences the guests' experience and promotes word-of-mouth and repeat business. Staff work hard behind the scenes to deliver high standards (Chan, Gao, and McGinley, 2021). The placement highlighted how important each team member is to daily operations. It also showed how teamwork supports smooth and efficient service. The experience helped to highlight the connection between guest comfort and housekeeping quality. Observing the routines and structure of the department added depth to the learning process (Bagnaresi, Barbini, and Battilani, 2021). The placement gave useful insights into the practical side of hospitality services.
[bookmark: _Toc199801004]Section 1: Role Reflection
Reflective Model Used: Gibbs Reflective Cycle

Gibbs Reflective Cycle supports systematic thinking through the six steps of description, feelings, evaluation, analysis, conclusion, and action plan (Bassot, 2024).
Placement Role
The position was a housekeeping assistant, and I reported to the floor supervisor. Main tasks included cleaning guest rooms, replacing supplies, reporting maintenance issues, and supporting the laundry service (Jokiperä, 2025). This role at Best Western White House Hotel required attention to deadlines and high cleanliness standards.
Key Skills for Supervisors/Managers in Housekeeping
· Leadership and Delegation: Supervisors must allocate tasks based on team capabilities and room status efficiently.
· Teamwork and communication: Effective communication with team members and respective departments is required for efficient operations
· Decision-Making and Problem-Solving: Speedy decision-making must be utilised to solve guest complaints or unforeseen room requests.
Example 1: Effective Skill Use
A situation arose where two rooms were not ready before the guest check-in time. The housekeeping supervisor reassigned team members based on room proximity and task urgency. The issue was resolved quickly, avoiding complaints. This demonstrated strong delegation and decision-making.
Example 2: Ineffective Skill Use
In one instance, poor communication between housekeeping and front desk staff led to assigning a guest an unready room. The guest complained. The manager then held a communication protocol training session with emphasis laid on the necessity of interdepartmental collaboration.
Personal Strengths and Weaknesses
Good time management and good attention to detail were key strengths identified. Weaknesses were related to assertiveness in communication with senior staff and quick decision-making under pressure (Bah, and Li, 2025).
Action Plan for Professional Development
· Attend workshops on hospitality communication and leadership (e.g., short courses offered by the Institute of Hospitality).
· Practice assertive communication during team briefings and shift handovers.
· Shadow a supervisor to better understand real-time decision-making processes.
· Read industry articles to stay updated on housekeeping best practices.
[bookmark: _Toc199801005]Section 2: Management Performance and Guest Service Analysis
Management Styles and Motivation
Management in the housekeeping department primarily followed a democratic leadership style, allowing team input in planning shift allocations and breaks. This motivated staff and built a sense of ownership. The method expresses Herzberg’s Two-Factor Theory, highlighting motivation by recognition and participation.
Nonetheless, at peak moments, an autocratic style was used in a bid to achieve deadlines. The change between the two styles reflected flexibility but sometimes caused staff stress. The dual approach aligns with the Situational Leadership Theory, where managers modify their style according to task urgency and team readiness levels.
Health and Safety Compliance
Safety and health standards were clearly upheld. The staff attended induction on COSHH (Control of Substances Hazardous to Health Regulations 2002) and safe handling of the chemicals used for cleaning Slip hazard signs were used appropriately. Risk assessments were displayed, and supervisors ensured the use of PPE (gloves and aprons). Maintaining H&S in hospitality not only protects employees but also enhances operational efficiency (Basiru et al. 2023).
Culture and Teamwork
The organisational culture at Best Western White House Hotel promotes inclusivity, respect, and support across teams. Staff from different backgrounds worked well together. Each shift started with a short team meeting to share updates and responsibilities. This environment matched Hofstede’s cultural values of low power distance and teamwork.
Findings from the Personnel Resourcing and Development module reveal that positive cultures enhance employee engagement, retention, and performance (Ngozi, and Edwinah, 2022).
Marketing and Guest Experience
Housekeeping directly impacted the guest experience in the areas of room cleanliness, service speed, and accommodation of personal preferences (e.g., pillows upon request, allergy-friendly products). Drawing from the Hospitality and Guest Services module, "Servicescape" focuses on the fact that physical environments create perceptions by guests. Clean rooms and scented corridors improved guest satisfaction. Satisfaction cards in rooms invited feedback, and these were reviewed weekly by management. This approach aligns with service recovery strategies studied in class.
[bookmark: _Toc199801006]Section 3: Guest Service Improvement Plan
Identified Issue: Service Delays in Room Cleaning
At the Best Western White House Hotel, room cleaning delays were observed during busy hours, especially from 12 PM to 3 PM. These delays caused guest complaints and discomfort due to late check-ins.
Significance of the Issue
Room readiness is critical in hospitality operations. A delay in service delivery can significantly lower perceived value (Matsuoka, 2022). Fast room preparation is essential for first impressions and positive reviews (Jou, and Day, 2021). From guest feedback, delays caused inconvenience, especially for business travellers.
Three-Step Improvement Plan
1. Operational Change: Introduce a room status tracking system (digital dashboards or apps like HotSOS or Optii Keeper) to enhance supervisor visibility of room progress in real-time.
Alignment with Best Practice: Use similar tools to reduce turnaround time.
Expected Impact: Increased coordination and reduced room readiness delays.

2. Staff Rotation and Break Management: Stagger staff breaks to maintain consistent coverage during peak hours.

Alignment with Best Practice: Shift planning to match peak workload is advised by UKHospitality.

Expected Impact: Less disruption in service continuity and reduced waiting times for guests.

3. Cross-Training with Front Office: Cross-train front office staff to communicate real-time room updates more effectively and reduce miscommunication.
Alignment with Best Practice: Cross-functional training improves flexibility and communication (Gutiérrez-Broncano et al. 2024).
Expected Impact: Improved guest information flow and fewer booking misallocations.
[bookmark: _Toc199801007]Conclusion
The placement at the Best Western White House Hotel gave hands-on knowledge about efficiency and teamwork in housekeeping. I met most of my learning goals, including understanding daily operations, observing managerial duties, and improving communication skills. Using Gibbs’ model helped reflect on experiences. Management styles and guest feedback added to the learning. A key challenge was room turnaround time, which led to a clear improvement plan. This experience reinforced the importance of guest-centric operations and highlighted areas for future professional growth in the hospitality industry.
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