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Introduction 
A degree in international hotel management allows one to develop a high level of understanding regarding different operations of hotels in a global context. In this writing by using Kolb's reflective cycle the key skills for working in the housekeeping team are discussed. 
Kolb’s reflective cycle 
Concrete experience 
As stated by Behrendt and Machtmes (2021, p. 77), the concrete experience stage in Kolb's model allows an individual to physically experience a specific situation so that the person can realise the areas of development. In this stage, I have observed that being organised is one of the major skills for becoming a housekeeper. Along with this some hard skills which are required for becoming a housekeeper are deep cleaning, vacuuming, dusting, bedroom, and bathroom cleaning, (Phillips and Hornacky, 2020). On the other hand, soft skills to work in a housekeeping team are time management skills, customer service, flexibility, and interpersonal skills.
Reflective observation
During the process of learning, I have observed that getting detailed knowledge about skills for the chosen job role is important within the workplace. Hence, with the help of my teachers, I have analysed that there are some soft and hard skills which are required to work efficiently within a housekeeping team. I have interest to work with a housekeeping team and work within an international hotel. Hence, I have identified that I have good communication and international skills which allows me to interact with other people. So, with the help of these skills, I can easily interact with other members of the team and divide our job roles. This not only helps me to improve my performance, but I can also easily divide different tasks for avoiding any confusion. Although I am lacking in the skill of time management which is a very important skill for working in a housekeeping team. There are numerous roles which a housekeeper needs to perform in a hotel such as cleaning rooms, making beds, removing garbage, restocking drinking glasses, toiletries and notepads, and returning valet laundry items. Therefore, time management is very important for performing all these essential duties on time for providing the best possible experience to customers. 
During the process of learning, I have also developed knowledge about some effective theories for improving performance within the hotel industry. Max Weber's Bureaucracy theory discusses that tasks need to be divided among all employees so that each employee can have a clear idea regarding their roles and responsibilities, (Alrawadieh et al., 2020, p. 589). Also, I think my communication skill can help me to divide the roles and responsibilities so that each team member can complete their roles. On the other hand, the human relations theory by Elton Mayo discusses that employees need to be motivated by environments and rewards, (Heiland, 2019, p. 150). A positive workplace and a strong bond among the team members make the employees happy and satisfied within the workplace which increases their productivity, (Frawley et al., 2019, p. 5). The application of this theory in the future can help me to create a positive environment within the team so that each team member can efficiently complete their roles and responsibilities.
Abstract conceptualisation
In this stage, I have observed that I need to improve my time management skill so that I can complete different tasks within time. Development of this skill can help to improve my performance within the workplace by providing the best customer service, (Yusof et al., 2020, p. 323). Along with this I also need to get training for cleaning rooms and changing essential items for customers quickly. The application of human relations theory and Bureaucracy theory can also help me to work efficiently within the team and create a positive environment within the team so that each member can easily understand their roles and responsibilities, (DEMİR et al., 2021, p. 49). 
Active experimentation 
As stated by Idris et al., (2020, p. 128), active experimentation in Kolb's reflective model allows a person to practise newly acquired theoretical knowledge. At this point I have focused on improving those areas which need to be improved in order to enhance my performance. In this entire process, I have also developed knowledge about two different theories which can help me to understand the skills to work in a housekeeping team. Therefore, in the future, I would focus on improving my time management skills and learning about cleaning to work effectively in a housekeeping team. 
Conclusion 
Thus, it can be concluded that in this present writing with the help of Kolb's reflective cycle, the skills for working within a housekeeping team have been identified. The future implications of these skills are also mentioned in this reflective writing along with theories of hotel management.
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – It is your first day as a front desk associate and your manager has phoned in sick. Create an action plan and answer the following questions.

	What are you going to do to ensure that the hotel is represented well to guests?
	How will operations run smoothly throughout your shift?

	Why would you consider your plan being the most effective?

	What contingency plan will you put in place to ensure quick resolution of this scenario in the future?


	
As opined by Rafsanjani et al., (2021, p.47) It is enhanced through the maintenance of the proper hygiene facilities. 


	 The operation is maintained by the allocation of a specific professional to maintain hygiene behaviours.
	The plan is effective by regular meet up to check the facilities of the professionals to check the hygienic methods.
	In future, through the execution of the daily verification of hygiene, the plan is made to the effect.

	
It is initiated through the rendering of healthy food meals.


	It is catered to the division of the experts of the meal planning of rendering the guest (Park et al., 2019).
	It is effective through the meeting of the professionals at a daily basis to render the plan effective
	Regarding the future by adhering to the health and hygiene food materials in the preparation of the food.

	
It is executed through the implantation of the emergency purposes of the guest accommodation.

	It is initiated by collaborating with the diverse hospital partners who rendered facilities at the time of emergency.
	It is initiated through the weekly briefing of the hospital Management of various doctors to make the plan effective.
	Collaborating with multiple hospitals made the plan effective in the future which leads to the progress of the guests in.

	
It is executed by the cleaning of the room by proper housekeeping.

	 It is initiated by the effective expert training of housekeeping staff in rendering of the guest accommodation.
	The plan is effective through the execution of the training programmers of the housekeeping staff to render awareness of cleaning.
	As stated by Sharma et al., (2021, p.649), through the weekly training programs of cleaning management of housekeeping, the efficiency of the plan is rendered.

	
It is initiated through the exclusiveness of the packages to the guest in food and travel amenities.

	It is emphasized by the rendering of discounts and exclusive recommendations to the travel and food enmities.
	This plan is effective through the meetings and briefing of the various partners of the food and travel companies.
	The regular meet up and briefing regarding the other travel and food companies tend to make the plan effective (Rinekas et al., 2019, p.150)



Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format - Describe the key elements that are required when considering these four elements of hotel operations:

	
Element 1 – Property Management Systems (PMS)


	
[bookmark: _Hlk129249124] As per the views of Popovic et al., (2019, p. 96), hotel property management or PMS includes all the aspects of different operations of hotels along with the delivery of outstanding guest experiences. Previously a hotel PMS was known as software which allowed hotels to manage their front-office capacities, managing rates of rooms, check-in, check-outs and billing. However, in the present time, PMS technology has expanded beyond the front office and now hotel PMS has become a critical business operations system that enables hoteliers to provide a better guest experience. As opined by Antonio et al., (2019, p. 299), most hotels in the present time use cloud-based hotel PMS which allows them to easily check in/check-out, effective hotel distribution, mobile housekeeping, integrated hotel back-office systems and manage guest data. As an example, it can be said that Trinity Hotel by using a cloud-based PMS can overcome the cleaning issues within the hotel rooms. There are several issues such as bathroom facilities and satiation issues due to which Trinity Hotel is unable to provide proper services to customers. So, by using cloud-based PMS along with the front office the hotel can also efficiently distribute the roles and responsibilities to the housekeeping team so that they can improve their performance. 







	
Element 2 – Hotel reputation


	
[bookmark: _Hlk129249341] As stated by Egan and Haynes (2019, p. 26), the management of a hotel's reputation includes influencing and monitoring the perception of people regarding the services of the hotel. Hotel reputation plays an important role in the overall growth of the business and if a hotel can develop a positive reputation, it can easily develop a strong customer base along with increasing the revenue of the hotel. So, it can be said that managing a hotel's reputation includes keeping track of the feedback of customers, staying active on different social media platforms such as Facebook, Instagram, and Twitter, engaging with customers, and improving the facilities of the hotels to gather good reviews from guests. In the present time, social media platforms play a vital role in building the reputation of any hotel. People mostly share their reviews and feedback within the posts of hotels that influence others to choose hotels, (Aula and Mantere, 2020). Therefore, using social media for providing information about the services of the hotel helps them to engage customers. Although hotels need to focus on their services and facilities so that customers provide positive feedback on social media platforms and the official websites of the company. Therefore, it can be said that avoiding negative reviews is also very important to develop a strong hotel reputation. For instance, Trinity Hotel is currently facing various negative reviews regarding cleanliness which affects the reputation of the hotel.






	
Element 3 - Communication 


	[bookmark: _Hlk129249427]According to the views of Jhaiyanuntana and Nomnian (2020, p. 207), excellent communication allows the hospitality industry to develop rapport with guests, create positive guest experiences, and resolve conflicts. Effective communication within the hotel industry starts with active listening as when hotels listen to their customers and pay close attention to them, they understand the needs of the customers properly. Thus, hotels can focus on their services and staff which need to be improved to meet the needs of customers. Currently, hotels use different messaging applications such as Facebook, WhatsApp, and Emails for communicating with guests, (researchgate.net. 2023). Employees of a hotel can easily communicate with multiple people with the help of these applications. In addition to that, communicating with employees is also important so that employees can easily understand their roles and responsibilities. There are different types of communication such as verbal, non-verbal, written, and interpersonal, (Yoong and Lian, 2019, p. 55). Hotels mostly use verbal communication modes for communicating with their employees. Thus, by getting feedback from both employees and guests hotels can understand the key issue which affects the performance of the hotel. For instance, Trinity Hotel can also use verbal communication with its housekeeping team and use messaging applications or emails to communicate with employees in order to resolve their cleanliness issues.







	
Element 4 - Staffing 


	
[bookmark: _Hlk129249510]	
As stated by Ahmad and Shariff (2019), staffing refers to employing, training, and retaining employees to provide a better experience to the guests. In other words, staffing refers to finding, choosing, and developing a working relationship with a present or future employee so that different roles within the hotel become suitable for the candidates. Hotels train their employees or hire well-trained staff who can successfully manage the different roles and responsibilities of the hotel. On the contrary, as argued by Miah and Intan Adha Hafit (2020, p. 77), training and motivating staff by providing rewards or recognition is also very important so that they can improve their performance and provide better customer service. Unsocial working hours, less salary, seasonality, lack of messing full work and hectic work schedule are some major issues which have been faced by the staff of hotels, (Gürlek, 2021, p. 69). Therefore, hotels can establish their brand so that people with hotel management degrees want to work with the hotel. In addition to that, hotels also clearly mentioned the roles and responsibilities while posting the job advertisement so that employees don't have any false idea about the job role. As an example, it can be said that Trinity Hotel can employ well-trained housekeeping staff or train the existing staff properly so that they can improve their performance and maintain hygiene standards within the hotel. 
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