




Level 6 Placement
Managing Guest Service Operations (BMIH6003) Component One

Name: Roshna Sleman Abdula
Student No.: 2019725
Lecturer: Lisa Bassler

22/02/2024









Learning Log: Housekeeping department of Ibis Wembley Hotel

Overview
Housekeeping department of Ibis Wembley Hotel
The Housekeeping Department is the backbone of any hotel, responsible for maintaining cleanliness, orderliness, and aesthetic appeal across guest rooms, public areas, and facilities. Ibis Wembley consists of 210 rooms spanning across 14 floors. They have 3 different room types: double, twin, and single. Departure rooms take 17 minutes to clean and service rooms take 5 minutes. They have an executive housekeeper and a housekeeping manager. Linen change occurs every 7 days. Their division of work document includes the rooms department, public areas, offices, and building exterior. It is important to note that the housekeeping department, along with the linen company, was outsourced.

Learning objectives
· Gain insights into the supervisory dynamics within the Housekeeping Department.
· Understand the intricate balance between work-based skills and technical knowledge in meeting guest service expectations.
· Enhance communication, teamwork, and task management abilities within a hospitality setting.
· Develop a deeper understanding of guest service standards and their practical implementation within the Housekeeping Department.
· Observe management style of the housekeeping department and determine its efficacy
· Observe whether there are any management issues and how they are adressed

Reflection
To structure my reflection, I utilized Kolb's Experiential Learning Cycle (1984). 

Section 1: Reflection on Experience and Personal Development


Concrete experience 

I observed the executive housekeeper, Debora, carrying out her daily routine in the hotel. 
Firstly, she considers the number of departure rooms, and the number of service rooms, as each one involves different levels of cleaning. She ensures all rooms are divided equally within staff and assigns zones to each housekeeping staff. Secondly, the manager personally quality checks each room individually and updates the system accordingly. I think that is what greatly contributes to their good hygiene reputation and low complaint rates. Furthermore, I observed the interactions within the housekeeping department. The manager is kind and jokes with the housekeeping staff. She reflects what Bryan Cornelius, the executive housekeeper of Radisson hotel, said on how to get his employees to work: “You want to speak with them and stay on their level, never acting like you’re better than them” (Jones, 2018). 

Reflective observation
Upon reflection, social interactions and personal relationships are a strategy I learnt in my university lectures that belongs to the management concept of ‘concern for people’, described by Frederick Taylor (1911), which when improved, greatly increase productivity. 
Shadowing a supervisory position within the Housekeeping Department provided invaluable insights into the multifaceted nature of hospitality management. From orchestrating room turnovers to addressing guest requests promptly, I witnessed first-hand the intricate coordination and attention to detail required to maintain impeccable standards. For example, the manager measured the time it requires to clean rooms and therefor set this as the standard for the hotel. Departure rooms take 17 minutes to clean and service rooms take 5 minutes. This behaviour is described through management concepts, such as the concern for production, in which the goal of management is maximising productivity and efficiency of housekeeping employees (Taylor, 1911). 

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge

The Housekeeping Department demands a diverse skill set encompassing both technical prowess and soft skills. From proficiency in operating cleaning equipment to adeptness in time management, each facet contributes to the seamless execution of daily tasks and the fulfilment of guest expectations. During my shadowing experience, I encountered various work-based skills and technical knowledge, ranging from inventory management protocols to eco-friendly cleaning practices.


Abstract conceptualization
Work-based skills includes a variety of competencies and skills needed for effective performance in the hospitality sector. According to Lashley and Morrison (2000), work-based skills include both technical competencies and soft skills, emphasizing the importance of a holistic approach to employee development. Technical competencies, such as proficiency in managing time, problem-solving, quality management, interpersonal and communication skills, and decision making. Jones (2018) considers delegation to be the key to managerial success and defines it be the “the creation of a responsibility for, or the assignment of a task to, a subordinate, providing that per- son with the necessary authority (power) to carry out the task and exacting an accountability for the results of the subordinate’s efforts.”.

Casado (2012) emphasises that executive housekeepers cannot concentrate their managerial ability on technical skills alone— material, budgets, equipment. They also must concern themselves with people, including the staff, and the resolution of management-related issues. At the same time, they must be able to analyse situations, implement change, and effect innovative ideas in the workplace.

Active experimentation
Furthermore, the importance of effective communication and teamwork became apparent in optimizing departmental workflows and addressing guest preferences promptly. For instance, clear communication channels between housekeeping staff and front office personnel facilitated swift room allocations, minimizing guest wait times and enhancing overall satisfaction. I conducted further research into the different methods of delegations, such as by setting results one would expect, by setting standards of performance, and by establishing standard operating procedures (SOPs) (Jones, 2018). I also found that Delegation is positively related to psychological empowerment (Zhang et al., 2017) and Zhu et al. (2004) proposed that empowered employees are more likely to trust their managers and feel committed to their organization and trust it.

Section 3: Reflection on Organisational Issues

Concrete Experience
I observed that most of the housekeeping staff are not proficient in English as they are mostly from east European countries, like Poland, Bulgaria, and Romania. One notable situation encountered during my tenure involved a guest enquiring about when their room’s linen was going to be changed. While this situation required the simple explanation that it is the company’s policy that linen is changed once a week, unfortunately, the room attendant couldn’t understand and correctly address her enquiry. Such instances present opportunities for organizational learning and improvement. 

Reflective Observation
I happened to be there and answered for the room attendant, and though that guest was able to have her question, a question then arises: how do they address such enquiries, questions, and complaints without the assistance of someone else who is proficient in English and how does this affect the guest satisfaction? Since there is a direct relationship between customer satisfaction and hotel profit (Loke et al., 2018), being able to understand and address guest needs and requests is imperative and by mastering English, the housekeeping staffs can understand guests’ needs better. Giving English training session monthly or even weekly to increase the quality of the hotel’s human resources. Having staffs with fluent English language skills will be valuable not only for the staff themselves, but the hotel as well.  


Section 4: Future Action Plan

Abstract Conceptualization
My future action plan involves participating in additional training, seeking mentorship, and actively engaging in cross-functional tasks to improve work-based skills, technical knowledge, and address organizational issues.

An area I feel I need to investigate is the purchasing of housekeeping material. Buyers must be knowledgeable about the items they purchase, be familiar with the market, and know how the materials are produced and marketed. The process of buying material for the housekeeping department involves finding the best sources of supply at the most satisfactory prices and obtaining the quality and quantity that the property requires (Casado, 2012).

Building upon my experiences in the Housekeeping Department, I have outlined a comprehensive action plan to enhance my proficiency in guest service operations:

· Engage in ongoing training programs to stay abreast of industry trends and best practices.
· Foster open communication channels with colleagues and supervisors to streamline operations and address issues promptly.
· Actively seek feedback from guests to identify areas for improvement and implement targeted solutions.
· Pursue further academic studies or certifications to augment technical knowledge and skillset within the hospitality domain.

Active Experimentation
Moving forward, I aim to integrate the insights gained from this experience into my future endeavours within the hospitality industry. I plan to further develop my technical skills, such as proficiency in inventory management systems and point-of-sale software, to enhance operational efficiency. Additionally, I will continue to refine my communication and interpersonal skills through ongoing practice and feedback, recognizing their pivotal role in delivering exceptional guest service. Continuous self-reflections, like this one, and feedback will contribute to enhancing my personal skills and strengthening my ability to learn from everyday experiences.

Conclusion
In conclusion, the shadowing experience in the Housekeeping Department has been instrumental in shaping my understanding of guest service operations within the hospitality industry. By integrating theoretical concepts with practical insights, I have gained a holistic perspective on the complexities and nuances inherent in delivering exceptional guest experiences. Moving forward, I am committed to leveraging this knowledge to drive continuous improvement and excel in my future endeavours within the hospitality sector.

Moreover, my personal and vocational journey, including prior industry exposure and academic pursuits, served as a bedrock for contextualizing theoretical knowledge into practical applications. Through this reflection, I gained a deeper appreciation for the symbiotic relationship between academic learning and hands-on experience, both of which are indispensable in navigating the complexities of guest service operations.
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