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	Introduction 
In this journal entry, I am going to deliver a summary of what I have learned about the crucial abilities needed to be a member of the housekeeping crew. In addition, I will provide some of my own observations, cite instances from the hotel business, talk about how theoretical knowledge is used in the field, and emphasise how important this subject is. 
Essential Skills in the Housekeeping Team
[bookmark: _Int_WA2VrO4d]During my research and analysis, I was able to pinpoint a few critical abilities that are necessary for the housekeeping team to operate at its best. These abilities include professionalism, professionalism, time management, physical stamina, and attention to detail. According to Johnston et al., (2012) paying close attention to the trivial things is essential for upholding high levels of cleanliness. As emphasised by Jones and Lockwood (1989), effective communication is essential for coordinating with coworkers and swiftly responding to visitor requests or concerns. According to Vallen and Vallen (2012), time management abilities are crucial to guaranteeing that jobs are finished within allotted time constraints. As stated by Stipanuk and Roffman (1992), the physically taxing jobs in the cleaning department need for physical stamina. as highlighted by Jones and Casado (2012), professionalism and honesty are crucial to upholding visitor confidentiality and respecting their personal space. 
Personal Reflections
Through my own experiences working with the cleaning team, I have learned to value the importance of these crucial abilities. Making sure that every area is completely cleaned and that no details are missed has required a lot of attention to detail. I have gained knowledge about the value of excellent communication via interacting with visitors and working with colleagues to swiftly respond to their requirements and demands. Time management abilities have enabled me to prioritise activities, do them quickly, and guarantee that rooms are prepared for visitor check-in without delays. Physical stamina has been crucial in helping me handle the physical demands of household jobs and properly complete my work. Additionally, I have been able to gain the trust of visitors and uphold the hotel's good reputation by upholding professionalism and ethics. 
Application of Theoretical Knowledge in industry
My ability to use the theoretical knowledge I have learned from academic resources and industrial research has improved my performance on the housekeeping team. For instance, the guidelines presented by Vallen and Vallen (2012) and Johnston et al. (2012) have helped me gain a better understanding of how crucial it is to pay attention to detail and communicate clearly while providing great service. I have been able to effectively interact with visitors and coworkers by using this information to my cleaning techniques.
Importance of the Topic 
In the hospitality industry, the issue of essential cleaning crew abilities is especially important. Fundamental elements that have an enormous impact on a hotel's reputation and success are cleanliness and visitor contentment. Visitors anticipate spotless cleanliness, thus any failure to meet this expectation may lead to unfavourable reviews, a decline in consumer loyalty, and even financial losses (Johnston et al., 2012). Housekeeping teams may consistently provide high-quality services, go beyond client expectations, and contribute to a great visitor experience by having the important competencies mentioned.
Additionally, these abilities help the hotel run smoothly, foster staff collaboration and teamwork, and eventually help the hospitality sector succeed (Jones & Lockwood, 1989). According to Casado (2012), effective communication skills help housekeeping personnel work with other departments and quickly respond to any requests or complaints from visitors. According to Vallen & Vallen (2012) and Johnston et al. (2012), paying close attention to the trivial things ensures that cleanliness requirements are continuously followed, which is crucial for retaining and pleasing customers. 
Conclusion 
In conclusion, being a member of the housekeeping crew necessitates a variety of essential qualities, including professionalism, professionalism, attention to detail, efficient communication, time management, and physical stamina. These abilities are essential for upholding the highest levels of cleanliness, providing outstanding service, and guaranteeing the satisfaction of visitors. Housekeeping specialists may boost the success of the hotel sector by consistently learning and using these talents.
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Contribution to Overall Module Assessment: 25%
[bookmark: _Int_qfDPERhu][bookmark: _Int_gLzA23TS]In this scenario – You have just been promoted to team leader for a floor within the hotel. A guest complains that on their arrival, their room had not been properly cleaned. Create an action plan and answer the following questions.


	Problem
	Why did it happen?

	What are you going to do?
	How will you prevent this from happening in the future? 

	What measures would you introduce to improve team effectiveness?


	
The guest complaint regarding the improper cleaning of their room upon arrival.

	The room may not have been thoroughly cleaned for a number of reasons. Miscommunication between the previous and current shifts, a lack of attention to detail, a lack of training, or a heavy workload that causes people to rush through duties could all be contributing factors (Vallen & Vallen, 2012; Casado, 2012).
	I will begin acting right away to deal with the situation as the newly appointed team leader. I will start by personally apologising to the visitor for the inconvenience and assuring them that their issues will be immediately addressed. I will be paying close attention to what they have to say and try to understand it from their perspective.
To correct the matter, I will personally check the room to see how badly it has to be cleaned. If necessary, I will designate a devoted housekeeper to give the room a full cleaning and make necessary preparations to meet the hotel's cleanliness requirements. I will also make sure any additional demands from guests are quickly accommodated.
	I will put the following plans into action to stop such occurrences from happening again:
Reinforce training: To make sure that all members of the housekeeping team are knowledgeable about the hotel's cleaning standards, practises, and attention to detail, I will conduct extensive training sessions. Protocols for room inspection, appropriate use of cleaning tools and supplies, and time management strategies will all be covered in the training (Johnston, Clark, & Shulver, 2012).
To guarantee that information is efficiently transferred from one shift to the next, I will create open channels of communication among the housekeeping staff. To handle any particular guest requests or special instructions for room cleaning, the team will hold regular team meetings and use written communication channels (Vallen & Vallen, 2012).
Quality control checks: To ensure that cleaning standards are constantly maintained, I will set in place a system of routine quality control checks that includes random room inspections. Members of the housekeeping team will receive feedback that identifies their strengths and opportunities for development (Casado, 2012).
Feedback and evaluation: I will encourage a culture of open feedback among the team members, allowing them to freely share their thoughts, worries, and suggestions. To determine training requirements and offer helpful criticism for improvement, regular performance evaluations will be carried out (Johnston, Clark, & Shulver, 2012).
	We are going to implement the following strategies to improve team performance:
Team empowerment: I will assign tasks and give team members the power to make decisions, encouraging a sense of ownership and accountability. According to Barrett & Baldry (2009), empowered team members are more likely to demonstrate initiative, higher dedication, and contribute to the team's success.
Continuous training and development: Programmes will be conducted to improve the team members' skills and expertise. Their motivation and job satisfaction will increase, and their performance will also be enhanced (Vallen & Vallen, 2012).
Recognising and rewarding great achievement within the team: I will put in place a method for doing so. To encourage team members to strive for excellence, this can include verbal praise, accomplishment awards, or small incentives (Casado, 2012).
Effective teamwork: I will encourage open communication, nurture mutual respect, and lead team-building exercises to foster a culture of collaboration and teamwork. According to Johnston, Clark, and Shulver (2012), effective teamwork increases productivity, problem-solving skills, and overall workplace satisfaction.



By putting these strategies into practise, we may build a team of housekeepers that are more productive and motivated, minimising instances of inappropriate room cleaning and increasing team effectiveness overall.
Component Three:
Contribution to Overall Module Assessment: 50%
Your task is to create and prepare a presentation following the detailed scenario provided below.

As the floor housekeeping manager and given the recent guest complaints you need to put together a basic training presentation for your colleagues within the housekeeping team to get the best out of them, ensure that brand standard is being achieved and that Health and Safety procedures are also being followed.
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	Training Notes: 
Setting a favourable tone for the training session and fostering a favourable learning environment are the goals of this presentation. By emphasizing the value of the training session regarding brand standards and health and safety protocols, it tries to inspire interest and enthusiasm among the participants. Understanding the value of the training, sticking to brand standards, and following health and safety procedures are among the learning outcomes. To verify that the participants are effectively transferring knowledge and understanding it, active involvement and engagement during the training session will be evaluated.
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	Training Notes:
Greetings, team! We will talk about brand standards in this training session and how they affect customer happiness and loyalty. Understanding how upholding brand standards may support us in providing excellent guest experiences is our goal. We may produce favourable impressions and surpass visitor expectations by continually upholding lofty standards of quality, cleanliness, and presentation. As a result, long-lasting relationships are fostered, and guest pleasure is increased. In this session, we will look at case studies that highlight how upholding brand values has led to pleased customers. The learning objectives can only be met through your participation and interaction. Let us get started and learn how brand guidelines may be used to create distinctive visitor experiences.
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	Training Notes:
The purpose of this training session is to emphasise how crucial it is to adhere to health and safety regulations in our daily operations. We want to establish a secure atmosphere for both our visitors and staff by highlighting the importance of these measures.
Participants will leave this programme with a thorough awareness of the significance of health and safety procedures. They will discover how these practises support the well-being of people, prevent accidents, and guarantee adherence to rules and laws.
A test will be given to participants to gauge their comprehension of important health and safety practises and the effectiveness of the training. In the real-world scenarios that make up the quiz, participants will use their knowledge to make educated judgements and show that they can deal with a variety of circumstances in a responsible and safe way.
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	Training Notes:
The importance of employee involvement in fostering a healthy work environment should be explained to the team.
You will comprehend the employee engagement model and how it relates to the performance of our team by the end of this session. You will be able to name the essential elements of employee engagement, such as opportunity for growth, recognition, and meaningful work. You will also be able to understand how employee engagement affects job happiness, productivity, and teamwork.
We will use a group discussion to test your comprehension of employee engagement, during which you will analyse actual situations and produce ways to make it better. Your capacity to put the ideas discussed into practise and offer useful solutions will be assessed.
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	Training Notes:
To create a healthy workplace atmosphere and promote excellent visitor experiences, employee involvement is essential. A framework for comprehending the components of engagement is provided by the Gallup Q12 Engagement Survey. Encourage your team members to actively contribute to the conversation and to express their ideas for improving employee engagement in our department. Stress the link between employee satisfaction and customer satisfaction as well as the benefits it can have on our team's performance.
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	Training Notes:
A motivated and high-performing team is mostly dependent on employee engagement. A leading illustration of successful staff engagement strategies is the Ritz-Carlton, which is famous for its first-rate customer service (Vallen & Vallen, 2012). They place a high value on ongoing training and development for employees, employee empowerment, and a customer-focused culture (Johnston et al., 2012). We may encourage our team members to have a similar focus on providing excellent customer service by embracing the Ritz-Carlton's guiding principles, such as their motto "We are Ladies and Gentlemen serving Ladies and Gentlemen." This strategy encourages a sense of pride, ownership, and dedication to providing exceptional visitor experiences.
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	Training Notes:
Recognise the value of excellent teamwork and communication in providing housekeeping services that are both timely and of a high calibre. Recognise the advantages of working in a team to accomplish housekeeping goals. Learn useful tactics for enhancing internal team communication and cooperation.
In a role-playing exercise, participants will act out typical housekeeping situations as we evaluate the success of this training. Their capacity for clear communication, teamwork, and problem-solving will all be considered when evaluating them. To promote ongoing progress, participants will also have the chance to offer feedback and discuss their experiences. The training's purpose is to provide the team with the abilities and information needed to promote teamwork and communication, which will increase operational effectiveness and customer satisfaction.
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	Training Notes:
We will emphasise in this training session the value of paying close attention to detail and upholding excellent standards in our housekeeping operations. We may make a good impression on our guests and increase their pleasure if we pay special attention to every detail of cleanliness, sanitation, and presentation. We will look at methods and best practises for upholding lofty standards of quality, such as set cleaning protocols and exhaustive inspection checklists. You will get the chance to pinpoint areas in need of improvement and make sure our quality standards are being followed through a quality inspection exercise. To provide our customers with great service, let us strive for excellence in every area.
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	Training Notes:
Study the Ritz-Carlton's service ethos and procedures as an illustration of best practises.
Learn the value of providing individualised service and foreseeing the demands of visitors.
Recognise how staff may be empowered to address visitor concerns and deliver excellent service.
Role-playing exercises can be used to apply newly taught concepts and improve customer service abilities.
To continually raise the bar for guest service, consider your experiences and give feedback.
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	Training Notes:
Recap the main ideas discussed in the training session and offer a satisfying conclusion.
Consider the significance of the subjects raised and how they relate to the cleaning team's everyday tasks.
Exercise in reflection in which participants discuss their main learnings from the training and how they intend to implement what they have learned at work.
By looking into more resources, attending workshops or seminars, and requesting feedback from peers and supervisors, participants can be encouraged to continue their professional growth.
To improve the standard of housekeeping services and visitor happiness, emphasise the significance of continuing learning and improvement.
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+ To safeguard the health and safety of both guests and employees, it is essential to uphold strong
health and safety regulationsin the hospitality sector (Casado, 2012).

We can prevent accidents and foster a safe working environment by adhering to established safety
regulations, such as proper handling of hazardous products and routine equipment maintenance
(Vallen & Vallen, 2012).

Health and
Sa fety + This not only safeguards people from damage but also boosts visitor trustin our business (Johnston
et al., 2012). To keep a facility safe and secure, compliance with industry laws and standards is

Procedures crucial (Jones & Lockwood, 1989).

+ We make sure that everyone on the team has the training and awareness they need to safely handle
a variety of scenarios (Stipanuk & Roffmann, 1992).
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Employee Engagement Model

« Achieving high-quality service delivery and fostering a healthy
work environment both depend on employee engagement. It
entails forging a bond between workers and the company and
encouraging their dedication, drive, and readiness to go above
and beyond (Vallen & Vallen, 2012).

« The Gallup Q12 Engagement Survey, which consists of 12
important factors that influence engagement, is one example of a
model that demonstrates the characteristics of employee
engagement (Gallup, 2021). These factors include having clear
expectations, receiving recognition, and having possibilities for
progress.

« We can establish a stimulating work atmosphere where team
members feel respected, empowered, and inspired to provide
great service by putting the Gallup Q12 model's principles into
practise. This will improve team morale, overall performance, and
guest satisfaction (Vallen & Vallen, 2012).
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Employee Engagement Model (THE RITZ
CARLTON)

A motivated and high-performing team is mostly dependent
on employee engagement. A leading illustration of successful
staff engagement strategies is the Ritz-Carlton, which is
fzaorq%Js for its first-rate customer service (Vallen & Vallen,

They place a high value on ongoing training and
development for employees, employee empowerment, and a
customer-focused culture (Johnston et al., 2012).

We may encourage our team members to have a similar
focus on providing excellent customer service by embracing
the Ritz-Carlton's guiding principles, such as their motto "We
are Ladies and Gentlemen serving Ladies and Gentlemen."

This strategy encourages a sense of pride, ownership, and
dedication to providing exceptional visitor experiences.
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Team Work and Communication

* Smooth housekeeping operations depend on effective teamwork and
communication. Teamwork makes it possible for the group to function as a unit,
divide tasks wisely, and accomplish shared objectives. Accurate information
transmission, clear directions, and fast feedback are all results of effective
communication.

» Teamwork and communication, according to Vallen and Vallen (2012), encourage
coordination and cooperation, which improves service delivery. Johnston et al.,
(2012) stress the value of open discourse and transparent lines of communication
in resolving conflicts and preserving a supportive team environment.

» Casado (2012) emphasizes the value of cooperation in reaching housekeeping
goals. We can increase efficiency, decrease errors, and deliver excellent guest
experiences by encouraging teamwork and advancing effective communication.
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Value of Teamwork and Communication

« Working as a team effectively and communicating effectively are
essential to cleaning operations. Teamwork, according to Jones and
Lockwood (1989), is crucial for efficient operations in the hospitality
sector.

* Housekeeping teams may complete duties more quickly and
effectively when they collaborate. Furthermore, Vallen and Vallen
(2012) stress the beneficial effects of collaboration and
communication on housekeeping effectiveness and service calibre.

« Team members may ensure that tasks are completed accurately and
on time by working together and communicating effectively.

« Johnston, Clark, and Shulver (2012) also stress the value of
cooperation and communication in accomplishing operational
objectives in the service sector. Effective internal communication
fosters improved coordination, lowers errors, and boosts efficiency in
a housekeeping team.

+ When team members communicate honestly and clearly, they are
better able to exchange information, assign tasks, and handle
problems.
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Attention to Detail and
Quality Standards

« To enhance visitor happiness and uphold the hotel's
reputation, the housekeeping department must pay
close attention to detail and uphold high standards.

« A positive first impression on visitors is produced by
paying thorough attention to every element of
cleanliness, hygiene, and presentation (Vallen &
Vallen, 2012). Standardised cleaning practises and
comprehensive inspection checklists must be
established (Casado, 2012).

+ The team develops its skills and maintains constant
quality with the support of ongoing training and
feedback sessions (Barrett & Baldry, 2009).

+ Team members can discover areas for
improvement and create action plans through a
quality inspection exercise, ultimately providing
great service and exceeding guests' expectations.
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Guest Satisfaction and Service Delivery

« The Ritz-Carlton acts as a best practise example and emphasises
the importance of improving guest service skills and
competences. According to Vallen & Vallen (2012), The Ritz-
Carlton is well known for its outstanding service and unshakable
dedication to guest pleasure.

« We can gain important insights into generating personalised
experiences, foreseeing guest wants, and exceeding expectations
by examining their service philosophy and practises (Vallen &
Vallen, 2012).

« The Ritz-Carlton gives its staff the freedom to own their
interactions with guests and the power to address problems,
which leads to great service recovery (Vallen & Vallen, 2012). We
may improve our guest service standards and provide exceptional
experiences by implementing their service philosophies into our
own procedures.
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Conclusion and Next
steps

« In summary, this training session has emphasised the
significance of maintaining a clean environment, abiding by
health and safety regulations, employee engagement,
teamwork, attention to detail, and guest service abilities in
providing excellent guest experiences. Delta by Marriott in
Bristol can improve the quality of its services and position
itself as an industry leader by adhering to brand standards,
following health and safety procedures, encouraging
employee engagement, fostering effective teamwork, and
prioritising guest satisfaction.

Next Steps:

« After completing this programme, Delta by Marriott in Bristol
should put what it has learned into practise. Regular
refresher training sessions, continuing coaching and
feedback, and performance reviews are essential for
enhancing the training. The hotel should also undertake
internal audits, keep a close eye on customer feedback, and
address any potential improvement areas. The hotel will be
successful in the long run and be able to continuously
deliver excellent guest experiences by emphasising a culture
of continual learning and improvement.
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Introduction

» Hello team! | am pleased that everyone's here for this crucial
training. This training improves our skills, aligns with our
brand, and ensures the best guest service. We must provide
excellent service and a safe workplace.

« This slide explains the importance of this training session.
Active participation and application will help us improve our
skills, fulfil organisational requirements, and exceed visitor
expectations. Remember, your involvement is vital in
maintaining our brand reputation and giving our guests a
memorable stay.

« | will be tracking your involvement during the session to
evaluate this slide. Ask questions, share your experiences,
and participate. Your involvement and desire to learn will
show your dedication to excellent service. Let us maximise
this training!

»)

DELTA
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Importance of Brand standards _ [ :

« The quality, neatness, and general appearance of the
hotel are all covered by brand requirements. It is
essential to uphold these standards since they increase
customer happiness, brand loyalty, and business
success.

« According to Vallen & Vallen (2012), upholding
consistent brand standards guarantees that visitors have
a satisfying and memorable stay. We may make a good
impression, surpass guests' expectations, and establish
enduring relationships by keeping these principles.

The cleaning team will be inspired to constantly provide
great service and contribute to the hotel's success by
being reminded of the importance of brand standards.
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