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Housekeeping at Marriott hotels play a crucial role in maintaining the brands reputation for cleanliness and guest satisfaction. Housekeeping involves cleaning guests’ rooms, which involves, making bed and changing linens, dusting the furniture, vacuuming, cleaning bathroom and replenishing guest amenities like towels and toiletries. (Marriott, 2024). Housekeeping also involves cleaning public areas which include, lobby, hallways, elevators, and public toilets. They also do laundry service which involves collecting, washing, drying, and folding linen and towels. Marriott places a strong emphasis on attention to detail, efficiency, and excellent service in housekeeping to enhance the overall guest service. (Jones, Thomas J. A Jones, 2007).
During my placement at Marriott, I shadowed different team members, and it provided me with an in-depth understanding of their operations, procedures, and standards. (Marriott, 2024). During one of week of my placement I shadowed the housekeeping supervisor (Dudek, M, 2024) and was impressed with how efficient she was. Once the housekeeping team have cleaned the rooms, the supervisors will go and check every room and mark as vacant and then send this through to the online system (Opera, 2024). I was told the housekeeping manager had left recently and they had not yet been replaced so the supervisors have had to step up and organise and manage the team. Not having a housekeeping manager has impacted the department and the supervisors are overworked. There are currently 3 supervisors in the department, and they have been sharing the managers workload. 
The supervisor would check each room that had been cleaned by their team. They would check bathroom had been cleaned properly and if there were enough towels and that the toiletries were replaced. They would then check the bed and would make sure the sheets were on correctly and made sure there were no stains. The fridge and drawers were checked to see if anything was left behind by guests. I followed the supervisor around the hotel checking around 60 rooms. On a few occasions we found a couple of items of food left in the fridge which the housekeeping team should have checked and thrown out. Also, we found that some of the bedding has some stains on, so the supervisor had to take them off to be replaced. Also a few rooms had not had their bin emptied and mirrors were not wiped properly. The supervisor would clean up the things that weren’t cleaned properly and then ask one of the housekeeping team to replace the bedding, The supervisor managed to check all rooms quickly as possible and did not waste a single second. I had a look at Trip Advisor to check the reviews on the cleanliness of the rooms and I could see most of them were positive. (Trip Advisor, 2024)
Whilst at placement in my first year of my course at Premier Inn, the supervisors would check the room but would not clean anything, they would get the housekeeping team to do it (Premier Inn, 2022). I think because Marriott is a 4star hotel, it is expected to be clean, and they have had a reputation for high standards for hotel cleanliness with well established cleaning processes and training in place (Marriott, 2020).
Marriott use Oracle, Opera software, which is a great system and easy to use. Oracle Hospitality Opera Property Management is the proven property management system for hotels. It provides all the capabilities that hotel staff need. The house keeping team can update the system when rooms are clean, and this information can be accessed by the front office/reception, so they are able to check in guests. (Opera 5 ,2024) 
Gibbs reflective cycle is a useful tool, it is a popular for reflection, it can help people make sense of situations at work, so they can understand what they did well and what can they do better in the future. The Gibbs reflective cycle is good for reflecting on experiences. The model consists of 6 stages description, feelings, evaluation, analysis, conclusion, and action plan. (Main, P, 2023)
Description – Whilst checking the rooms with one of the supervisors we found one housekeeping team member having a break in one of the rooms. The supervisor said something to the team member in another language and closed the room door and walked away and I could see she was not happy. A few minutes later whilst we were checking another the room the staff member who was having the break earlier came to the door and she and the supervisor had an argument in another language. The argument lasted 2-3 minutes and it was in the hallway which could clearly be heard by other guests. Then the argument was brought into the room, and this lasted for another 2-3 minutes.
Feelings – I was feeling uncomfortable, and I did not understand what they were they were arguing about as they were speaking another language.
Evaluation, I carried on with the room check and left them to argue as I felt it was awkward just standing and watching and listening to them.
Analysis – I believe the argument was about the team member having a break in the room.
Conclusion- The argument should not have happened, especially in the hallway. The supervisor should have taken the team member into the office, and it should have been handled in there. 
Action – If a team member is caught doing something wrong then they should be taken into the office and been spoken to. I believe the supervisor and team member are friends and that they did not take this any further. 
The situation made me feel uncomfortable. I think it was handled incorrectly and it was unprofessional of them both to be arguing in the hallway.  The staff member did apologise to me for witnessing this. (Mind Tools, 2024)
On another occasion whilst checking the rooms which had been cleaned, I noticed one of the supervisors using a cleaning cloth to wipe the toilet and bathroom and then with the same cloth they wiped down the desk and side tables. I think they should carry 2 cloths or if they notice something that hasn’t been cleaned in the bathroom properly, they should ask the one housekeeping team to clean it as its their job and it should have been cleaned properly in the first place. 
One of the supervisors did mention that they were short staffed and therefore the housekeeping team were over worked and were rushing to clean rooms and therefore were not cleaning as well as they should be. I believe that they do have casual workers that can help when they are short staffed but for unknown reason, they were not called in. I think this could have been due to cutting costs. Instead, the supervisors just would help and any team who finished their assigned room would help those who hadn’t finished yet. I noticed the housekeeping team work well together and they all help each and they all seemed be either related to one another or they are friends. 

Overall, my time in housekeeping was positive and I learnt a lot. The staff work hard and always help each other out. The recommendations I would make are that the bring in a manager ASAP as the supervisors and staff are overworked. Also to use casual workers when short staffed. Also, maybe some training in health and safety would be beneficial. To ensure that they meet hotel hygiene standards the hotel need an effective strategy that helps optimize housekeeping tasks. This means looks at how many housekeeping staff you need per shift and creating a cleaning checklist. (Hoteliga, 2023)
Also, I think it’s very important to be professional when at work, there should be clear line of respect between staff members and any arguments or disagreements should not be heard by the public. 
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