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Kolb's Reflective Model 
Concrete experience
As opined by Alrawadieh et al., (2020, p.588), hotel management is considered a highly skilled or experienced occupation that requires a diverse mix of knowledge and ideas of advanced soft skills. One major part of hotel management is the housekeeping team who offers those services such as cleaning and they report any safety hazards that are based on the charge of the manager. They mainly provide complete tasks such as cleaning windows and various home areas. I believe being a housekeeper some major skills are required. First of all, they need to have good knowledge of hospitality management skills and customer service skills. Another skill they need is to be careful about being flexible in their communication skills and they must be patient at the time of working. As an example, Hilton Hotel is described which is a hospitality sector the employees of this could be more patient. I believe they need to have the ability to use the initiative and they must be eligible for paying attention to the details. Being a housekeeping employee they need to be careful about giving proper service to the customer (Khymdeit, 2022). It is mandatory to have proper knowledge of employment law and they need to have to capability of human resource management knowledge.    
Reflective observation
I believe at the time of working as a housekeeper they required some of the skills that are needed for housekeeping jobs. Being flexible is important because it offers the chance of completing tasks efficiently. It has been observed that without following proper housekeeping skills it is not possible to offer proper housekeeping service to the client. In many cases, the organisation must have an efficient housekeeping team and they need to run a smart establishment which is the key to a successful hotel. It has been observed by me that there are some major housekeeping challenges which could be faced because of poor housekeeping skills (Mahardika et al., 2020, p.128). It has been observed by me that when skills are not that much then it could create lots of issues such as low-quality furnishings, and damp patches in the wall or carpet. There is also rubbish under the bed is also observed if the staff member does not efficiently complete their tasks.              
Abstract observation
I believe the housekeeping teams could effectively perform their work with the help of housekeeping skills. The tasks must be completed in a better way otherwise it could create lots of problems. The staff members must communicate with each other otherwise tasks could not be performed in an appropriate way (Tra, 2020). I believe housekeeping staff must be patient and they must have the ability to keep calm in any difficult situations. At the time of working, they need to be patient and they must have the service skills which would be provided to the clients.    
Abstract conceptualization
I believe with the help of housekeeping skills it would help me to lead the best customer service to the clients. I have observed that the skills need to be developed for improving the creating better hotel service. It has been observed that housekeeping skills could be improved by practicing those at home and concentrating on the tasks and other resources during the cleaning. It has been observed by me that my skills would be improved by applying organizational abilities which are practiced at home.   
Active experimentation 
I believe that these skills will enhance the servicing quality and also improve the performance of the employee. Housekeeping skills needed time management skills, customer service skills, and multitasking and they need to be focused. As an example, it could be mentioned that when any person uses their time management skills it would be effective for the business's growth. I believe the employees need to carefully manage the customer's service skills for the better improvement of the organization. I believe that the housekeeping staffs need to be careful about multitasking at the time of doing their jobs. The housekeeping staffs need to be careful about reporting difficult challenges and they must be careful about solving the issues otherwise it would affect the hotel industry (Mukarromah and Wijayanti, 2021, p.92). At the time of cleaning the room, they must be careful about deep cleaning the areas.        
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – You have just been promoted to the 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?


	Rubbish in the bed 


	Being a leader I have observed that the staff members were not careful about their services and they have a lack of communication issues and poor team management among them. 
	Being a team leader of the hotel I need to be careful about team management skills and I would guide the team members in an efficient manner which would solve the problem.   
	As I am a leader I would consult the problems with the higher management team so they could assist me in taking essential steps that are mandatory for the organization’s brand image 
	The problem has been created because of poor team management. Being a leader I would improve my team management skill which would help me to solve the problem.   

	
Damp patches on the bed 

	I observed that staff members could not communicate with each other as of that misunderstandings had been created among them. The problem is also created because they do not get proper guidance (Thébaud et al., 2021, p.1186).  
	As a leader, it is my duty to give them proper guidance or instruction and they also need to carefully justify the instructions. 
	Proper guidance would be provided by me to the employees which will help them to complete their tasks according to time. 
	It would be necessary to consult with the organisation's management team to take action for offering proper products to the clients (Aagaard, 2023, p.60). 

	Cleaning around guests 


	The housekeeping team cleans the room at the time guests arrive that impacts the hotel’s reputation (RAJA OMAR et al., 2020)  
	It is important to move away the guests before cleaning otherwise it could be not good for the brand image. 
	The housekeeping team staff member must be careful about cleaning the room 30mins before the guests arrived. I believe that team members need to be guided properly.  
	I believe that being a leader I should guide the team member. I will keep an eye on the fact that housekeepers should clean the room before the guests arrive. 

	The staff members are being distracted by chatty residents 


	I observed the staff members chatting with their fellow colleagues at the time of working as the customers reported this issue. 
	Being a leader I would monitor the team members which would help them to complete their tasks without being distracted. 
	I would like to talk about the higher authority taking steps of creating a distraction-free work culture which would be effective for building a good brand reputation.
	As for creating a good brand image the hotel authority could make strict regulations and policies which would be effective in creating a distraction-free environment (Aguilar-Escobar et al., 2021, p.645). 

	
Not communicating with the customer in an effective manner 

	[bookmark: _gjdgxs]I observed that when the customers arrived the staff members does not communicate with them which is not effective for the brand's reputation.   
	It has been observed that I need to take effective steps when any person distracting the housekeeping team members (Chittiprolu et al., 2021). I would monitor the staff members to complete their tasks according to time.  
	Policies and regulations could be effective for the improvement of the organisational performance hence keeping in mind the fact I would monitor them effectively. 
	For improving the brand image I would consult about this issue with the management team for resolving the issue. 
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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.

	Training Notes: Improving the staff performance by supervising the room attendants   

	As a floor housekeeping manager, I believe that the problem is created because of not taking proper steps for the customers. The staff members need to be properly guided by the housekeeping manager and they need to be instructed in a proper way (Etcuban et al., 2019). I observed that being a housekeeping manager the room attendant's performance needs to be carefully followed by the leader. I believe that hotel housekeeping staff plays a crucial role which ensures the durability of the customer. Hence for this reason employee performance and keeping a good brand image are necessary. The performance of the staff members improved by following necessary policies and guidelines. It has been observed by me that the room attendants need to carefully follow the guidelines to improve the servicing quality. The room needs to be clean and tidy which would be effective in improving the brand image. 

	Training Notes: Hiring new employees for giving better customer service 

	The housekeeping manager must carefully utilize the fact that they must hire the proper candidates. At the time of hiring the employees protocols must be followed in an effective way. The candidates need to be careful about hiring suitable candidates for the job role. I believe at the time of hire the candidate's job roles must be discussed appropriately otherwise getting better employees not be possible. It has been observed that the application process must be focused on reaching suitable job descriptions (Ginthotavidana and Waidyasekara, 2022, p.56). I believe at the time of hiring any person it is crucial to select suitable candidates. Assessment of the candidate's background is crucial and as a housekeeping manager, I need to focus on these factors. Before hiring any employee one major duty of the housekeeping manager is to target the sourcing efforts. Resolving the problem of the hotel the hotel management team must take essential steps. 

	Training Notes: Supervising the room attendants 

	As the clients of the hotel complained about the issues of cleanliness the housekeeping manager must carefully guide the staff members (Chan et al., 2021, p.1668). I believe that the hotel manager plays a major role in guiding the cleaning team. I have observed that being a housekeeping manager I should organize the employee shifts and train them to do their jobs in a proper manner. I have observed that need to focus on maintaining tidiness in the workplace and I should guide the employees in a proper manner. At the time of cleaning the room, I should guide them to complete their tasks before the clients reach the hotel. Otherwise, it would affect the brand image of the organisation and the housekeeping manager playing a major role in cleaning the room. It has been observed by me that without the guidance of the housekeeping manager in many cases the cleaning staff faces difficulty to complete their tasks.    

	Training Notes: Managing budgets and controlling the production costs

	I believe the housekeeping manager managed the budgeting process that is related to per occupied room. The housekeeping manager manages the budgeting methods by organising the salary of the employee (Agarwal, 2021). I believe that budgeting is important for completing the function of the hotel and as the hotel facility is smaller as well as large it needs to be operated which is performed by the housekeeping manager. I have observed that the operational budget is maintained with the help of the organisational housekeeping manager. I also observed that as housekeeping needs lots of cost the housekeeping manager must be careful about recording all the budgets. As housekeeping things need proper records it is mainly calculated with the help of the housekeeping manager. The costs of the essential things are also allocated with the help of the housekeeping manager who guided which thing is necessary and which are not.    



	Training Notes: Assists the room attendants at the time of cleaning the room.	

	As a housekeeping manager has observed that the task of the staff members needs to be allocated in a proper way (Rajan, 2020, p.143). As of that, I believe advising team members in a proper way is necessary and it would help them to improve their tasks. The manager needs to be carefully aware of performing the necessary things according to time, In many cases the staff members are distracted by some people and which could be resolved with the help of policies and regulations. The Housekeeping manager guides the team members which would help them to complete the task according to time. I observed that the housekeeping manager handles any kind of complaint and then takes suitable steps to resolve the problem. The duties of cleaning the rooms and guiding their staff members' work could be guided with the help of the housekeeping manager. 

	Training Notes: Checking any faults for damaging and arranging repairs  

	I observed that the housekeeping staff's disorganized work could create lots of problems. Among them, one of the major problems is unclean rooms and an unorganized hotel environment (Rahman and Majumder, 2021, p.1339). As a housekeeping manager, I have observed that maintaining cleanliness in the hotel room is necessary and because of that the hotel management team perform various steps. Sometimes the hotel room is not clean in the proper way, distractions in the working environment, and customer dissatisfaction these factors are shown in that place. I believe being a housekeeping manager I need to carefully manage those faults for customer satisfaction. The staff members' working quality also be monitored with the help of the housekeeping manager.      

	Training Notes: High standards need to be maintained at the time of learning the room 

	Maintaining high standards is necessary for giving better service to clients. I have observed that when the service quality is good in the workplace then it would offer a better brand image to the organisation. As a housekeeping manager, I need to carefully organize the tasks. I believe that one of the major roles of the housekeeping manager is he monitors the work on the staff members. Monitoring the team members would be effective for the staff members because they could reduce customer dissatisfaction. I also observed that the staff members' works need to be divided by keeping in mind the fact of resolving the problem of untidiness. At the time of monitoring the room, the housekeeping manager must be careful because any problem could be identified at that time.  

	Training Notes: Maintains equipment which is present in the hotel room 

	One major role of the housekeeping manager is he needs to be focused on any kind of damage. (Gould et al., 2020,p.481). I believe he has the responsibility of guiding the cleaning process of the room. The staff member's work is divided among the team which would be monitored by the housekeeping manager. I have observed that the housekeeping manager monitors the hotel room equipment and if any kind of damage is found he suddenly changed the things and then replaces them. The housekeeping manager guides the staff members to use the correct tools that are required for room servicing. It has been observed by me that the housekeeping manager monitors the staff member to use the tools in a proper way. It has been observed that the staff members must clean the tools after using them. As for maintaining the equipment they must be carefully followed and read the instructions before using the products because it would help them to resolve the problems of any housekeeping industry. 

	Training Notes: Handling complaints and taking necessary steps

	The housekeeping manager must carefully monitor the complaints and he also guides the team members to resolve the problems according to time (Hasnat, 2021). I observed that when any kind of customer dissatisfaction is created the housekeeping manager took the necessary steps. He justified the validity of the complaint and then took the necessary steps to resolve the problem. After verification of the complaint, he took the necessary steps to resolve the problem. I also identified the fact that being a housekeeping manager it is important to consult with the team member to justify the problem. The major role of the housekeeping manager is he handles the issues in a good way that would help the team members to avoid the issue again. For avoiding the issues the housekeeping manager inspect the problem and then took crucial steps.

	Training Notes: Guiding the staff members of the hotel  	

	Another major responsibility I have observed as a housekeeping manager is the staff members need proper guidance. I believe when the team member gets proper guidance they could complete their task in a good way. Proper supervision could be provided to the employee to clean the hotel room. As for guiding the staff member, I have observed that the housekeeping manager must plan in an effective way which helps them to complete their tasks according to time. The housekeeping manager is responsible for taking and following strategies which would offer them the chance to create a better brand reputation (López-Andreu et al., 2019). A good brand image is crucial otherwise customers could not visit the place again.    
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