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Hotel operations are the daily tasks that a hotel needs to run according to the health and safety. Hotel operations are divided in two main areas: front of house operations (front desk, room services, restaurant bar, guest services) and back of the house (housekeeping, maintenance, the kitchen).
Customer service means to create unforgettable memories to the guests and by exceeding this fact means that the guests will come back the business will move forward with good ratings and good revenue. Customer service is vital in the hospitality industry and the key to meet the guest expectations is to create the wow effect.
In this journal log I will focus more on housekeeping department because I enjoy staying and work there and the head housekeeper, Sam is patient and explain everything for me to understand more about the department. Sam joined the company just when I start my placement o few weeks ago, but she is having a hard skill I would say, good team leadership and she managed to gather all the housekeepers and transform them into a good team, and I am happy to work with her because I learned a lot from her. As a person I am very organized and I like to have organized my house or the environment where I work, I like to have everything clean and in place because I don’t like to waste time on unnecessary things.
My learning objectives from this department are:
· To learn about all the chemical items so I can use them safely without causing damage to the furniture is one of my learning goals from this area. 
·  To gain knowledge about linen, the gold road, and the colours of duvets. 
· I need to improve my soft skills, which include problem-solving and time management.
· To become more aware of defaults and details. 
·  To learn how to meet and satisfy the guest expectations.

I will use the Gibbs reflection (description, feelings, evaluation, analysis, conclusion) for this journal log to analyse and reflect on the housekeeping department, on how the housekeepers from my placement are working hard to meet the guest expectations.
When I start my placement, the manager told me to shadow the head housekeeper to see how the things are going into the department but bought me and Sam find a mess everywhere because 4 housekeepers including the head housekeeper left the job in the summer when the season is on peek in the hospitality industry.  While we were going around, we made a list with what it has to be done, how the linen cupboards needs to be sorted, how and where to put all the supplies to make the job easier for the staff. The staff was happy with Sam because she is organized, and they were happy to have somebody experienced to guide them. I learned from her that it is important to listen to your staff, to communicate with them without judging. She starts fresh, with new ideas so second time when I went there you could already see the improvements. 
The Georgian Inn, which is located close to the Arundel Castle, is a very ancient building that has retained all its construction, including the difficult-to-maintain antique furnishings and, of course, several steps, including what they refer to as a "lost corridor." As you might expect, I do get lost there. There are three rooms, and the site is quite peaceful and isolated making it ideal for those who need to rest or who have trouble sleeping. 
The staff showed me how to make the hotels beds, they offered me tips on how to put the sheet on a super king duvet because I couldn’t lift it to give it a shake and I struggled a little bit. In that moment I was thinking that being a housekeeper is very hard because you must lift all heavy things, to move the beds and furniture to clean properly the rooms. 
I learned that time managing is very important, I had to finish all my rooms before the check in, I improved my detail attention, I can easily see spots or dust, and I improved my communication as well. All the staff was kind, and they showed me and explained me in simple words so I can understand everything. The gold route with in and out the rooms with full hands was a challenge but I found my way and I realised how important it is because the door wont slam and the dust won’t come up. The gold route is a technical knowledge that I understood and its very efficient.
The housekeeping department is in a deep connection with the front desk department, they communicate the check in and out and they try hard to meet the guest expectation. There is still one thing that I observed while I was there. The front desk department never helps the housekeeping department to move the linen. The hotel is old and there is no lift so all the linen needs to be carried and lifted until second floor making a very hard job for the staff because the bags are very heavy.  The kitchen or restaurant department always gives a hand if they are not very busy, so all the linen is going hand in hand until upstairs making a good and effective work team. If you are not careful you can easily hurt your back, so the staff are trying to keep the health and safety procedures in place. As soon as the linen was up, I learned to organise the linen cupboards to put everything according to the labels and I learned the colours of the sheets and duvets as well. It was a pleasure to work with the housekeepers because they were always smiling, and they were encouraging me.  
In my second week I already start to do the rooms alone and Sam congratulate me, she said that my rooms are spotless, and she doesn’t need to do nothing in there. I know now that the details make all the difference in the hospitality industry, but I don’t think that I can work as a housekeeper there. It is too much lifting with the linen and too many stairs that you have to do it and I can get my back hurt. I honestly admire the housekeeping department from there. In my previous placement the building was new, they had everything in place, on the same level and it was very easy for them to do the job.
As in any other department, the housekeeping department has some organizational issues that they still need to be resolved. First of all, they need to hire more staff for housekeeping and a different staff to deal only with the linen when it’s coming twice per week. They need to raise the payment for staff as well because nobody will stay to do this hard work and lots of stairs during the day without being paid properly.  Front desk needs to be more involved, and they need to help the housekeepers when it’s very busy (they could strip some beds or they could clean the public area, the reception area or the public toilets).
One course of action would be to construct an external lift to facilitate the easy transportation of linens upstairs, as well as all cleaning supplies and refills for shampoo, hand soap, shower gel and other items. The management must hire additional staff for the department, increase their compensation, or give them gift cards to spas or gyms, and pay greater attention to their well-being. He could also talk to the front desk staff about helping the housekeeping crew more so that they and work together as a team for the business.

In summary, I had a positive experience working in the housekeeping department and discovered the value of teamwork, communication, and listening. If I manage a hotel in the future, I will pay closer attention to the wellbeing of my employees and investigate ways to make their workspaces comfortable. All departments are crucial to meeting guest expectations, but cleaning comes first since a visitor looks about, smells the air, and listens as he enters the hotel.

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.
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