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This learning log is based on my experience at the Mercure Telford Centre hotel within the housekeeping department. 

The 4-star Mercure hotel has 153 rooms and is very popular with business users and guests staying for nearby events (lodging-world, 2024). The hotel is very often at full capacity during the week, meaning that the housekeeping department are always kept busy, ensuring that rooms are prepared for guests.
The housekeeping department in a hotel is responsible for ensuring cleanliness throughout the hotel. The department plays a crucial role in maintaining the hotel’s reputation by providing a clean and comfortable environment for guests. The departments job roles range from cleaning guest rooms and public areas to managing laundry services and inventory control (Verma, 2023).
My learning log will be written using the Gibbs reflective cycle model, which was designed by psychologist Graham Gibbs in 1988. The model was designed to enable people to reflect on an experience and have the ability to learn and improve for the next time (THE PRACTICAL PSYCH, 2024).
Description
During my work placement at the Mercure Telford Centre Hotel, I had the opportunity to shadow Tina the housekeeping manager. The housekeeping department of this hotel is outsourced to an external company. My tasks included observing Tina’s daily routine, attending team meetings and assisting with various housekeeping activities such as room inspections and inventory management. This was particularly interesting for me, as on my previous work placement at Premier Inn the housekeeping department was in-house, so I was intrigued to see the differences between an in-house team compared to an outsourced team.
Feelings

Initially I felt excited and eager to learn from Tina’s expertise in managing a housekeeping department. Throughout the experience, I felt a mix of admiration for Tina’s leadership skills and curiosity about the inner workings of the hotels housekeeping operations. Additionally, I was also interested to learn the differences between an in-house and an outsourced team.
Evaluation

The experience of shadowing Tina was invaluable in gaining insight into the complexities of managing an outsourced housekeeping department. Tina has been in her job role for many years and demonstrated good organisational skills and a deep understanding of the hotel’s operational requirements. However, when checking rooms with Tina, we came across various issues that needed rectifying before the rooms were ready for guests to occupy. For example, we found an ear plug under the bed in one of the rooms, hair bobbles in the shower in a different room and dust that had not been cleaned in another room. Tina held a meeting with the team to tell the housekeepers that they needed to do a more thorough job when cleaning the rooms but the following day we still found further problems. I suggested to Tina that maybe some extra training is required for the housekeepers and a check list to ensure everything in the room has been done, she felt this was a good idea and something she will investigate.
When comparing my experience of working in the housekeeping department with Mercure to my previous work placement at Premier inn, I was somewhat disappointed with Mercure being a 4-star hotel and their processes. I now have a better understanding of the pros and cons of inhouse vs outsourced housekeeping departments and unfortunately feel that by Mercure outsourcing the housekeeping team to an external company that it is letting the organisation down. This is because, I feel that Whitbread provided a comprehensive training programme for employees that taught staff exactly where to start cleaning the rooms and where to finish, where they want everything to be placed in the rooms from where to place the bin to which direction the spoons are placed on the guest’s mugs, this was to ensure brand consistency. I feel the housekeepers at Mercure have very little direction and do the room how they want to and each housekeeper does it differently, this was not what I expected from a larger organisation and feel if Mercure kept their housekeeping department inhouse everything would be more professional.

I did speak with Julie the operations manager of the hotel regarding this as the hotel have been receiving bad reviews on the housekeeping department, I mentioned my findings based on previous experience, she took my comments onboard and said she would speak to management.

Analysis
The outsourced nature of the housekeeping department posed unique challenges for Tina as a manager as she must balance the hotels expectations for cleanliness and guest satisfaction with the contractual obligations imposed by the external company. This dynamic required her to effectively communicate with both parties to ensure a smooth operation. Additionally, I observed how Tina’s leadership style influenced the motivation and performance of her team members, which highlights the importance of fostering a positive work environment to achieve organisational goals.

Having seen how both Premier Inn and the outsourced staff from Mercure both perform, If I was in charge of the housekeeping department, I would do an extensive training plan for both existing staff and new starters to ensure they are fully aware of standards, how to clean a room, where everything should be placed in the room to ensure consistency and make a checklist for staff members to tick off that each part of the room has been completed, I feel this would alleviate a lot of the errors that the housekeepers are currently making and improve guest satisfaction (Flexkeeping, 2023).
Another problem I noticed was that there is a high staff turnover in the housekeeping department, I feel this is again down to training. By providing thorough training and clear expectations, the housekeepers will feel more confident in their job role, this confidence can lead to increased job satisfaction for employees which will help to retain staff (SANVAR, 2023). Recognising and rewarding staff would also encourage the housekeepers to both perform better and be more engaged in their work which will result in less staff turnover for the hotel (Walter Geering, 2023).
Conclusion

Shadowing Tina provided me with a comprehensive understanding of managing a housekeeping department, particularly in an outsourced setting. I learned valuable lessons about communication, leadership and problem solving that I can apply to future roles in the hospitality industry. 
Action plan

Moving forward, I plan to further develop my communication skills to enable myself to communicate effectively in similar professional environments, I will do this by pursuing a job role in the hospitality industry so that I can deepen my knowledge of the industry whilst working on my communication skills. I have found it is very important for the housekeeping manger to communicate effectively with the house keeping team members, reception team and maintenance team to ensure the smooth running of the department (Casado, 2012).
I aim to actively pursue growth opportunities through courses or other relevant certifications to become a competent and resilient professional capable of thriving in the hospitality industry (ASET, 2017).
I will do further research on engaging employees as I feel this is essential in the hospitality industry, to retain employees, keep them motivated and improve guest satisfaction (Bui & Le, 2023).
My learning objectives whilst working within the housekeeping department were:

To gain a comprehensive understanding of the operational procedures and standards within the hotels housekeeping department (Flexkeeping, 2023).
To develop insights into the challenges and opportunities associated with managing a housekeeping team.

To acquire knowledge of effective communication strategies for communicating between hotel management, external service providers and housekeeping staff to ensure smooth operations and guest satisfaction.
Enhance my leadership skills by observing and analysing Tinas management style, including her approach to team motivation and performance management.

Explore the impact of outsourcing, including the implications for service quality, cost management and employee morale (Patil, 2023).
I set these objectives to gain value from my work placement and learn new skills relevant to my future career aspirations.
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