


Managing Guest Service (Housekeeping) Operations

Student Name: Masuma Yesmin 

Student ID : 2028061

Lecturer Name : Giulia Chifari

Introduction	3
Reflecting Experiences and Personal Development	4
Analysing Work-Based Skills and Technical Knowledge	5
Reflecting the Organizational Issues	7
Conclusion and Future Action Plan to Solve Issues	7
References	8

[bookmark: _Toc179786007]

[bookmark: _Toc179861394]Introduction 
My placement was at the Maldron Hotel Newcastle which is located at 17 Newgate Street, Newcastle, NE1 5RE. I was placed in the housekeeping section under the guest service department. This department is the back side of the hotel because providing smooth and efficient service is the main objective of this department (Anthonisz, 2014). The learning log is done based on the housekeeping section under the guest service department.
Objectives
· Learning how to maintain team coordination between hotel departments.
· Getting the laundry done and contributing to maintaining the clean restrooms in the most efficient manner possible
· Learning how to increase operational efficiency and time management to ensure quality services.
· Cleaning all the common spaces of the hotel with high-quality equipment and environment-friendly cleaning materials.
· Ensuring that guests are given the right answers to the questions they ask at all times.
· Learning how to communicate with the guests professionally at the time of maintaining guests’ privacy. 
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Here is the reflection on experiences and personal development using Kolb’s learning theory.
Concrete Experience
My manager has informed me that I will perform tasks with the staff of the cleaning section.  I was expecting this chance. I was quite nervous because I had theoretical knowledge, not any practical experience. One of the difficult tasks for me was to meet all the expectations that have been demanded by my guests (Chibili, 2017). From this, it is my supervisor’s first command to report the members of the cleaning team. I had to fold the bedclothes and arrange pillowcases on pillows, wash down the desk, table, and hall, and then fix the door plate on the door. 
Reflective Observation
I was able to earn housekeeping experience through my work for two weeks. After that, I went to the guest services desk and disappeared all the glasses and plates into the washing machine. I sorted the tools and then placed the sugar packets into another container that contained the sugar. To do this I made sure that each guest availed their plate, cup, and utensils that they would require. All thanks to my supervisor I was able to work at the restaurant for two weeks duration. After that, I moved to the lobby area and started wiping the mirrors and sinks that were in that area (Cho, 2022). Besides, I ensured that I cleared the table after eating to give them the feeling that they were the priority guests for us.
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Figure: Kolb’s Learning Theory
Sources: (Hu, Kandampully and Juwaheer, 2013)



Abstract Conceptualization
I could say that my self-confidence was not so high at the end of this assessment. In moments that I worked or spoke, I felt nervous. I had to get used to practicing regular work for my further improvement. I felt anxiety at the time of interacting with the guests.
Active Experimentation
Offering good service well backed up by knowledge, efficiency, and promptness, I do not doubt that we can do well financially as well as make our customers happy. The fact of striking a balance between professional activity and personal development is something that my supervisor has mentioned to me several times.
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As a placement when I joined Maldron Hotel the manager of the guest service department without any doubt received me very warmly and also introduced me to another member of the team (Ariffin, Nameghi and Zakaria, 2013). I was placed in the housekeeping subsector, which offered me several chances to learn several skills among which was the capacity to communicate with people without hesitation, particularly with the guests. Answering questions from guests, providing house booking, informing, arranging rooms, providing laundry services, as well as cleaning shared spaces are the activities assigned to the staff of the guest service department. Working in this department, my communication skills, problem problem-solving skills have been improved (Kandampully and Suhartanto, 2020).
 However, I began working in housekeeping for the guest services department of the hotel. I consult the existing staff of this department in a situation where I am implementing the activities that have been provided to me. I also discovered that routine room inspections are conducted with the most important goal of ensuring updated data. The head introduced it to me on my first day by recommending I watch how the staff tends to conduct itself when dealing with guests so that I could have a feel as to how to respond to some questions posed by different guests. From this kind of overall interaction, I saw that the team had an excellent way of communicating with each of them doing everything possible to accomplish the tasks assigned (Li, Bonn, and Ye, 2019). Its implementation is expected to enhance my contact awareness, inter-and intra-personal skills, interaction with others, and guest services. However, guests were annoyed because the members of staff could not effectively speak to each other in a way that would help address the matter touching on cleanliness.
 I worked the cleaning services of common areas up to housekeeping in guests’ rooms and even serving in-room meals (Denton and White, 2000). The Director of the Guest service department explained to me how important it is for people, working at the Maldron Hotel, especially at the front line, to be flexible, proactive, and wise during the communication with guests. I have been able to meet my supervisor's expectations despite having situations where I have failed to do things as they wanted or according to procedures (Muhammad Nadjmuddin, Aisyah, and Dwi Hanadya, 2024). Visibly, those working in the housekeeping division of the guest services department give a lot of the total effort aimed at providing a satisfactory customer experience because of the direct interaction with the visitors to the house (Bilyk, 2020).
At the time when I joined this organization, I was so uncomfortable that I would not even ask for clarification or say that I had not understood something. I also seen that cleanness is the key to customers’ satisfaction. If customers were to be left with a positive impression of the cleaning crew before, during, and after the stay, corrective measures must have been taken and therefore they are sure to come again with friends and relatives (Hartline and Jones, 2014).
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When I was placed in the housekeeping section under the guest service department at Maldron Hotel Newcastle, I faced several organizational issues. I tried to solve these issues using convincing ability as well as problem-solving skills.
Once a guest was shouting because of delays in room readiness. This occurred due to a lack of team coordination between departments including hotel administration and guest service operation (O’fallon and Rutherford, 2020). I solved the issue patiently and influenced them by describing the high workload system.
Again, another issue I was confronted with at the time of my placement. A guest complained regarding the cleanliness issue. With other staff in the housekeeping section, we solved the issue quickly by cleaning the common space and apologized to them because of the problem.
From my placement, I have learned to solve problems with guests, arrange guest rooms, arrange beddings, welcome guests, coordinate with other employees under this department, and ensure that guest safety, cleanliness, comfort, and privilege for the intended guests are well observed (Pirani and Arafat, 2016).
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From my placement in the guest service department, I observed that seamless real-time updates are necessary between the front desks and housekeeping section are mandatory to ensure smooth guest services. I have also learned some aspects of employee discipline, disciplining other employees and ensuring order is maintained on the premises, and guest relations. It was necessary for me to find out how to ensure the satisfaction of the service areas and how to provide as many extra services in the rooms (Vestal, 2018). I am always looking for ways to improve skills such as communication, conflict-solving, teamwork, time management, and attention to detail, listening skills.
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