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   My place of work is a beautiful hotel located in the heart of London, that can always be a perfect base for a holiday. I’ve been spending four years working here and never get bored and exhausted . My job of cleaning supervisor makes me and my colleagues every time being responsible of the supervision of the cleaning staff being focused on the performance in terms of the standards and the behaviour of the staff whilst on duty. In other words , my job is to make sure that all areas of the hotel are having cleaning service at a first class. 
Also, a cleaning supervisor is responsible for a broad variety of tasks. It has to make any effort to ensure the cleaners undersupervision, perform their duties efficiently and effectively. 
  Few examples of the types of the responsibilities and roles that are typically assigned to cleaning supervisors in most organisations are : 
 Establishing and enforcing cleaning standards and procedures for employees, as well as ensuring that these standards and procedures are followed. 
Employee development and coaching involves organizing and assigning basic cleaning duties and responsabilities to cleaners, as well as ensuring that they are completed expertly. Cleaning equipment should be inspected on a regular basis to determine whether it is worn out and to request replacement. 
Controlling and tracking cleaning material use in order to prevent or reduce waste is another duty, such as provide cleaners with the necessary assistance as they perform their duties.
    As a supervisor, I have to own from all of the follow: excellent communication skills in speaking, writing and even listening are needed. I need to have good interpersonal skills . To put it in other way, the boss must be someone who gets along well with others and being easily approachable. 
    Must be exceptionally good at organising and coordinating all people and their tasks. Since I might be in charge of people’s personal possessions, I must have a high degree of honesty. A must-have of a supervisor is also a strong ability to make decisions. In the line of service I must be proactive. Customer service protocols and principles should be well-understood. Must have appropiate cleaning and cleaning process supervision experience.
     After all of these mentioned through cleaning supervisor roles and responsabilities we can analyze better my job descriptions, roles and responsabilities, also I could say I love my job and I have every day new experiences and people to meet. 
     Although, in this job there are lots of problems to solve at any time and decisions that we have to take to solve them. The most important problem we have is the “complaint” or better say “complaints”. Every hotel has a reward and needs to be a good one just without too many complaints. 
     The continuity with which hotel standards of service are implemented also determines the quality of a guest’s hotel experience. Guests will express their dissatisfaction if the current systems fail. The hotel’s management should see this as an opportunity.
     Some hotel direct guest contact staff, on the other hand, might see guest complaints as a source of anxiety rather than an opportunity to improve the hotel’s operations. Guests who had their concerns addressed satisfactorily expressed an interest in returning to the hotel.
    Guest satisfaction and loyalty increase as a result of their ability to handle grievances. The research will be focused on hotel assistant managers and guest relations agents to see if they are taking the appropiate measures and techniques to resolve guest concerns about tangible or intangible items in hotels. 
      The findings suggest that hotel assistant managers and guest relations agents may be more successful in dealing with guest complaints. Assistant Managers are better at managing grievances than Guest Relations Agents.
Complaints are most of them environmental and technological. This is because guests doesn’t like something in the room, restaurant, or even  in the lobby area . For example, we are having complaints about rooms in which guests are saying that linen is dirty, bathroom is dirty, a light is not working, a chair is broken , a window can not be closed properly, A/C is not working, TV is not working. 
       As a cleaning supervisor I have to solve all of this, but depending on the situation, I might ask for help. All about cleaning is my own responsability because I am managing the girls that are cleaning the rooms. In my four years I was trying and trying to find all the reasons of the complaints but I couldn’t do it  at each. 
   Sometimes girls are not cleaning the rooms properly, just taking out the bins, change the linen and hoovering. If they are tired or sick just to take money are not taking a day Off and neither cleaning as they should. Here comes another problem and it is about the money that they are payed.
 In an occupied room were they have to spend only fifteen minutes they are payed same like in a departure room were they might spend fourty-five minutes. They feel unsatisffied that they could be payed more. As an explanation,, manager says that days when they are cleanning twelve departure rooms, and two occupied rooms are compensation for the days when they are cleanning twelve occupied rooms and departures rooms.
  Another reasons of the complaints are the linen that looks old and this is not our problem becauseit should be changed by the Company. Such as hoovers and other staff that we are using to clean . 
For other problems mentioned above, we need to ask for Maintenance to solve, but their complaints are coming first to us. 
While these problems may seen straightforward when stated this way, front-line service personnel may argue that hundred percent customer satisfaction is impossible to be accomplished due to the inherent dichotomy between customer and organisational objectives. Given this, businesses must choose between ignoring complainants and labelling them unfair and insignificant, or establishing a mechanism for receiving complaints and dealing with them as constructively as possible. 
     Explaining to the employees the importance of coping with each and every complaint as constructively and thoroughly as resources allow is a vital first step in this paradigm change toward true customer orientation.
    According to Eccles and Durand (1998), businesses should expect ten to twelve percent of their customers to complain. Despite their disappointment, a third of these will remain with the Company, but the other two-thirds, will not. 
  Also according to Bennett (1997), complaints produce a wealth of knowledge that can be used to assess the efficacy of a company’s customer service programmes. Others cite a long list of advantages, including positive word-of-mouth advertisment, enhanced consumer attitudes and increased product and service purchases by current customers.
A complaint could be an opportunity to remedy a problem. 

Reducing and preventing complaints 
To reduce and preventing complaints we need to find solutions for all the problems that needs to be solved.
  Girls should have more time to clean the rooms and being payed extra-hours. Maintenance should check every rooms before being ready, beacause even we are checking, we don’t have their training and we can missed things that the guests are complaining of.
At the restaurant , maybe should help a piece of paper given to the guests after they finish to give a reward and explain if every thing was good or bad and why. This could help to understand what people prefers .
  In a hotel, a complaint could be the result of more thing, such as : a light that is not working in the room, fries that are not cooked well, few time waiting to the reception and the guests feel free to make the complaint.in my oppinion, if It would be just one reason to dislike, most of them would not have been making complaints .
Also workers with more authority will significantly reduce the risk of the complaints. As an example, to settle complaints, employees could have the authority to use 100£ per guest. Guests will notice this kind of empowerment and the best-empowered workers will be able to empathise with customers and tackle their work with a positive and confident attitude. 
Although empowered employees need freedom, they also need a system through which to operate, as well as an organisation that recognises the importance of complaint handling and is committed to detecting errors as soon as possible. 
Customers should be able to speak with senior management directly if they have a complaint . When guests are treated with respect when they complain, It can help them form a strong bond with the Company. Customers understand that things can go wrong, but they expect them to be fixed quickly and without a negative attitude. Customers who complain are the kind ones who give the Company a change to make It right.
     It is estimated that one disappointed customer experience will result in up to fifty others hearing about the service failure. However, the good news is that a good service recovery mechanism will have a greater effect on repurchase decisions that the initial service delivery. The hotel’s starting point, on the other hand , must be that the customer is truthful and that their argument is valid. 
     All of the independent variables clarified the difference in the dependent variable, were all of these dimensions had an effect on consumer satisfaction, some of which were direct and some of which were indirect. Based on the above facts and the study’s findings, the researchers suggest that five-star hotels concentrate on complaint handling procedures. 
Furthermore, because of their successful role in the development of customer satisfaction and loyalty in hotels, the process should be assessed effectively and specific plans and methods of action created. The findings have revealed that these hotels have a substantial lack of policies, rules and instructions. 
      Weaknesses in the management system, as well as a lack of involvement on the part of the hotel in dealing with issues in a comprehensive manner to ensure that they are not replicated with other customers, are critical. As a result, the importance of the customer complaints handling process in shaping customer satisfaction and building desired loyalty for our hotel is apparent. 
CONCLUSION
  It doesn’t matter our place of work. We always need to prevent complaints doing everything depends of us. When we fail, we need to solve the problem , take good decisions and make everything possible to resolve it.
     We have to listen our customers and try to understand them and their feelings. Apologize is very important . We always have to start with It . Trying to make them happy and satisfied, doing the good things they expect, follow up with them and transcend their expectations. 
     This way everybody will feel satisfied, both customers and employees. 
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