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[bookmark: _Hlk137313866]Throughout my learning journey on the key skills needed to work in the housekeeping team, I gained valuable insights into the hospitality industry and discovered the importance of these skills to ensure a flawless and satisfying guest experience. In this learning journal, I will summarise my findings, share personal reflections and discuss how I can apply my theoretical knowledge to the industry.
The housekeeping team plays a vital role in maintaining cleanliness, hygiene and overall guest satisfaction in hospitality establishments. As I explored this topic further, I found that several key skills are essential for success in this field.

First of all, attention to detail is primary in house cleaning. As a team member, you need to have a sharp eye for cleanliness, noticing even the smallest details that can affect the guest experience. During my placement, I came across examples where a minor oversight, such as an unclean stain on a bedding, had a significant impact on guest satisfaction. Reflecting on this, I understand that being meticulous and detail oriented in my work will contribute to a positive guest perception.

Another crucial skill is time management. Housekeeping professionals are often faced with tight schedules and multiple tasks that need to be accomplished in a limited time frame. Through my training, I have learned effective time management techniques such as prioritizing, planning and delegating. These skills will enable me to cope with the demands of a fast-paced environment and ensure that all tasks are completed efficiently and on time.

Communication skills are also essential for working in the housekeeping team. Effective communication allows for smooth coordination between team members, supervisors and other departments. I have found that clear and concise communication helps prevent misunderstandings and ensures that everyone is on the same page. For example, communicating with the front desk about guest preferences or promptly reporting maintenance issues can greatly improve the guest experience. I acknowledge the importance of actively improving my communication skills to promote a collaborative and efficient work environment.

In addition, adaptability is a crucial skill within the housekeeping team. The hospitality industry is dynamic, with evolving customer needs and preferences. Housekeeping professionals must adapt to changing circumstances, whether it's meeting special requests or adapting their workflow to meet unexpected challenges. As I reflected on this, I realize that being flexible and open-minded will allow me to provide personalized service to guests and contribute to an overall positive experience.

Applying theoretical knowledge to the industry is vital for success in hospitality. During my training in the hotel, I learned various theoretical concepts related to housekeeping, including cleaning techniques, safety protocols and industry standards. By translating this knowledge into practical skills, I can contribute to the efficiency and effectiveness of the housekeeping team. For example, understanding the different cleaning agents and their appropriate use can help me select the right products for specific surfaces or fabrics, ensuring optimal cleaning and preventing damage. Additionally, knowledge of safety protocols, such as proper chemical handling or ergonomic practices, can minimize the risk of accidents and promote a safe work environment.

The topic of key skills required in the housekeeping team is important in the hospitality industry as it has a direct impact on customer satisfaction and overall reputation. Cleanliness and hygiene are fundamental expectations of guests when staying in hotels or resorts. A well-managed housekeeping team ensures that these expectations are met, creating a positive impression and encouraging guest loyalty. Furthermore, efficient housekeeping operations contribute to the smooth running of the entire establishment, supporting other departments and improving the overall guest experience.

Learning and continuous improvement are also important in the field of housekeeping. As new techniques, technologies and industry standards emerge, it's essential to stay current and adapt accordingly. By seeking out training opportunities, attending workshops, and staying informed on the latest developments, I can improve my skills and knowledge, which will ultimately benefit the housekeeping team and overall customer experience.

In summary, exploring the key skills required to work in the housekeeping team has given me a valuable insight into the hospitality industry. Attention to detail, time management, communication skills and adaptability emerged as key skills for success in this field. By applying theoretical knowledge and relating it to industry examples, I can contribute to the efficiency and effectiveness of the housekeeping team.
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Component Two:
Contribution to Overall Module Assessment: 25%
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?


	


	Miscommunication: There may have been a breakdown in communication between housekeeping and reception staff or the team responsible for coordinating room assignments.
	Apologize and acknowledge the problem: I sincerely apologize to the guest for the inconvenience caused by improper room cleaning. It is essential that you demonstrate empathy and show that their concerns are taken seriously.
	Improve communication channels: I would establish effective communication channels between reception, cleaning staff and other relevant departments. This ensures that room assignments and guest requests are delivered accurately and promptly.
	Regular team meetings: Holding regular team meetings would provide an opportunity to discuss challenges, share best practices and further align everyone's goals and expectations.

	


	Personnel issues: If the hotel was understaffed or overworked at the time, this could have led to rushed cleaning procedures or neglected tasks.
	Correct the situation: I would immediately arrange for the room to be thoroughly cleaned, ensuring that all necessary tasks are completed to the guest's satisfaction. If necessary, I would consider offering a room upgrade or other goodwill gesture to compensate for the inconvenience.
	Improve training and supervision: I would evaluate the training needs of housekeeping staff and provide additional or refresher training if needed. Regular supervisory checks and audits would be conducted to ensure compliance with cleaning standards.
	Setting objectives and tracking performance: Setting clear objectives and targets for the team, together with a system for tracking individual and team performance, would help monitor progress and identify areas for improvement.

	


	
Training and supervision: Cleaning staff members responsible for cleaning the room may not have been properly trained or supervised, leading to mistakes or negligence.
	Communicate with the guest: After the room has been cleaned, I would personally visit the guest or contact them to confirm that the problem has been resolved. This step allows me to personally address any remaining concerns and ensure their satisfaction.
	Implement quality control procedures: I would establish a strong quality control system to monitor room cleanliness prior to check-in. This could involve checklists, inspections or even the use of technology such as room inspection apps or software.
	Training and development opportunities: Providing training and development programmes to improve the skills and knowledge of team members would contribute to their professional growth and the overall effectiveness of the team.

	


	Human error: Negligence in cleaning can occur due to human error, such as unintentionally omitting certain areas or not noticing certain cleaning problems.
	Document the incident: It is important to document the complaint and the actions taken to resolve it. This documentation will serve as a reference for future training, improvement initiatives or if similar issues arise in the future.
	Promoting a culture of accountability: I would encourage open communication within the team, stressing the importance of taking responsibility for their tasks. Encouraging staff to promptly report any problems or concerns can help resolve issues before they escalate.
	Recognize and reward achievements: Recognizing and rewarding team members for their exceptional achievements and performance can boost morale and motivate the team to excel.

	


	
	
	
	Promote a positive work environment: Creating a supportive and inclusive work environment where team members feel valued and respected encourages collaboration, creativity and a sense of belonging.




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: 
This presentation focuses on the importance of housekeeping standards and health and safety procedures. We will explore how maintaining high housekeeping standards has a positive impact on productivity, employee morale and workplace safety. We will also discuss the importance of health and safety procedures in preventing accidents, minimising risks and promoting a culture of safety. Through this presentation, we aim to improve our understanding and create a safer and more efficient working environment for everyone. Let's get involved and make the most of this learning experience together.
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	Training Notes: 
Recent guest complaints have had a significant impact on our reputation due to issues with cleanliness, maintenance, poor service and inconsistent experiences. Analysis of these complaints highlighted the importance of maintaining brand standards for consistent guest experiences, trust and satisfaction. Even minor deviations from these standards can harm the overall guest experience and damage our reputation over time.
To conclude, the case study discussion provided valuable insights into the relationship between customer satisfaction, brand reputation and compliance. We now have a deeper understanding of how customer complaints can impact our reputation and how strict adherence to brand standards positively influences the customer experience. Let's use this knowledge to reinforce the importance of maintaining our standards and continually strive to deliver exceptional customer experiences.
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	Training Notes:
 Employee engagement models, such as the Gallup Q12 model, are a framework designed to measure and increase employee engagement within an organization. The Gallup Q12 model consists of 12 key questions that assess various aspects of employee engagement, including sense of purpose, recognition, relationships with peers and supervisors, and opportunities for growth.Employee engagement is the commitment and emotional involvement employees have with their work and organization. It goes beyond job satisfaction and leads to higher levels of productivity, innovation and engagement. Engaged employees find their work meaningful, feel valued and have positive relationships with colleagues and supervisors. Their enthusiasm and willingness to go the extra mile contributes to the success of the organisation and creates a high performance culture.
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	Training Notes: 
The Ritz-Carlton is renowned for its exceptional housekeeping practices, emphasizing cleanliness and attention to detail. Through rigorous training, staff are equipped with the skills and knowledge to maintain high standards. The hotel also empowers employees with its "Ladies and Gentlemen" service philosophy, encouraging personalized and attentive service. As a result, Ritz-Carlton consistently delivers exceptional experiences, earning guest satisfaction and loyalty.
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	Training Notes: 
Health and safety procedures play a crucial role in ensuring people's well-being in various environments, including workplaces, educational institutions, public places and homes. By implementing and following these procedures, organisations and individuals can prevent accidents, minimise injuries and promote a safe environment. Let's review the main health and safety procedures and their importance, along with examples of potential hazards and how to mitigate them. 
1.Risk assessment: Identifying hazards and implementing control measures to prevent accidents. Example: Regular assessments in a production facility help to identify machine-related hazards, leading to proper machine guarding and employee training.
2.Emergency preparedness: Have contingency plans, carry out drills and install safety equipment. Example: Fire preparedness in an office includes smoke detectors, fire drills and designated assembly points.
3.Personal Protective Equipment (PPE): Use appropriate equipment to protect against workplace hazards. Example: Construction workers wear hard hats, steel-toed boots and high-visibility vests.
4.Handling hazardous materials: Follow protocols for storing, labeling and disposing of hazardous substances. Example: Proper storage and handling of chemicals in laboratories.
5.Ergonomics: Address factors to prevent musculoskeletal disorders. Example: Ergonomic workstations, breaks and training in offices.
These procedures ensure people's well-being and minimise risks.
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	Training Notes:
 Trinity Hotel maintains high housekeeping standards to ensure a clean and comfortable environment for guests. The following are expectations for cleanliness, room layout, amenities and guest interaction:
1.Rooms and public areas are thoroughly cleaned daily according to a detailed checklist.
2.Quality cleaning products and equipment are used, with regular inspections for prompt problem solving.
3.Guest rooms are prepared with all amenities, including fresh bedding, tidy furniture and replenished toiletries.
4.Floors are vacuumed or mopped, trash cans are emptied, and room temperature is set for comfort.
5.Amenities such as towels, robes, slippers and hairdryers are provided and restocked regularly.
6.In-room appliances and Wi-Fi are maintained in good working order.
7.Laundry services are available, including same-day options.
8.Housekeeping staff interacts professionally, responding promptly to guests' needs and respecting privacy.
9.Staff members are familiar with the hotel's facilities and offer assistance when needed.
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	Training Notes: 
Here are some concise tips for effectively managing cleaning tasks and maintaining an organised workplace:
1.Prioritize tasks according to urgency and importance.
2.Break larger projects into smaller, manageable tasks.
3.Establish a regular cleaning schedule to keep you on track.
4.Adopt the 5S method for organizing your workplace.
5.Use practical storage solutions and label containers.
6.Clean as you go to prevent the build-up of dirt and clutter.
7.Delegate and collaborate with others if possible.
Invest in effective cleaning tools and environmentally friendly products.
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	Training Notes: 
Attention to detail is crucial when it comes to guest rooms, as it has a significant impact on the overall guest experience and satisfaction. Paying close attention to every aspect of the room ensures that guests feel welcome, comfortable and appreciated. Here are some examples of commonly overlooked areas and how to address them:
1.Cleanliness: Attention to detail is essential for a spotless room. Dust all surfaces, clean remote controls and make sure mirrors are spotless.
2.Bedding and linens: Fresh, clean bedding is a must. Check for stains, tears and replace worn linens promptly.
3.Amenities: Keep facilities fully stocked and functional, including toiletries and equipment such as hairdryers and coffee makers.
4.Lighting: Make sure all light fixtures and bulbs work for a welcoming atmosphere.
5.Furniture and decor: Check furniture for damage and replace outdated décor items for an attractive look.
6.Organization: Keep storage areas clean and remove any items left by previous guests.
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	Training Notes: 
I want to highlight the great importance of effective communication within our team. Clear and concise communication is crucial for us to work efficiently, maintain a high level of productivity and provide exceptional service to our guests. Here are some tips to help us improve our communication skills:
1.Be clear and direct, avoiding ambiguities.
2.Practice active listening, giving your full attention.
3.Choose the right medium for each message.
4.Use visual aids to enhance understanding.
5.Maintain a respectful and professional tone.
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	Training Notes: 
Key points addressed in the presentation:
1.The importance of the household for productivity, safety and well-being.
2.Roles and responsibilities of the housekeeping team.
3.Best practices for effective housekeeping, including cleaning, sanitation and waste management.
4.Emphasis on teamwork and collaboration within the housekeeping team.
5.Continuous improvement through feedback, suggestions and new methods.
Confident in the team's ability to excel in housekeeping. Thorough understanding demonstrated, valuable information shared. With knowledge, skill and dedication, we can maintain a clean and organized workspace.
I encourage questions from the public to answer any concerns or provide further clarification. If anyone needs assistance or has additional questions, please contact me. I am here to support you and provide any guidance needed to ensure our cleanup efforts are successful.
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                                                                                              Guest Complaints and Brand Standard • Highlight recent guest complaints and their impact on our reputation. • Emphasize the importance of maintaining brand standards. • Learning Outcome: Recognize the correlation between guest satisfaction, brand reputation, and adherence to standards. • Assessment: Case study discussion on how brand standard adherence positively impacts guest experience. 2 out of 10 
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                                                                                              Employee Engagement Model • Introduce the employee engagement model • Learning Outcome: Understand the significance of employee engagement in delivering exceptional service. • Assessment: Group activity to identify ways to improve employee engagement within the housekeeping team. 3 out of 10 
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Best Practice Example - Ritz-Carlton .
Employee engagement influences job [
satisfaction and performance.

Highlight Ritz-Carlton's renowned housekeeping
practices.

Discuss their employee empowerment and "Ladies and
Gentlemen" service philosophy.

Learning Outcome: Explore best practices in the industry
to inspire and guide our team.

Assessment: Group discussion on how we can adapt
Ritz-Carlton's practices to enhance our own service
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                                                                                                         Best Practice Example - Ritz - Carlton Employee engagement influences job satisfaction and performance. • Highlight Ritz - Carlton's renowned housekeeping practices. • Discuss their employee empowerment and "Ladies and Gentlemen" service philosophy. • Learning Outcome: Explore best practices in the industry to inspire and guide our team. • Assessment: Group discussion on how we can adapt Ritz - Carlton's practices to enhance our own service delivery. 4 out of 10         
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                                                                                                   Health and Safety Procedures • Review key Health and Safety procedures and their importance. • Examples of potential hazards and how to mitigate them. • Learning Outcome: Understand the significance of Health and Safety procedures in ensuring a safe environment for guests and employees. • Assessment: Short quiz on Health and Safety procedures to assess knowledge retention. 5 out of 10    
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« Assessment: Role -playing exercise to demonstrate
proper guest interaction based on the standards.
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                                                                                                Housekeeping Standards Overview • Overview of the housekeeping standards specific to Hotel Trinity. • Detail the expectations for cleanliness, room setup, amenities, and guest interaction. • Learning Outcome: Familiarize the team with Hotel Trinity's housekeeping standards. • Assessment: Role - playing exercise to demonstrate proper guest interaction based on the standards. 6 out of 10  
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» Time-saving and efficient cleaning techniques.
» Tips for organizing workstations and prioritizing tasks.

» Learning Outcome: Learn techniques to optimize time
and improve productivity.

- Assessment: Teamwork exercise to create a cleaning
schedule that maximizes efficiency.
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                                                                                                         Efficient Cleaning Techniques • T ime - saving and efficient cleaning techniques. • T ips for organizing workstations and prioritizing tasks. • Learning Outcome: Learn techniques to optimize time and improve productivity. • Assessment: Teamwork exercise to create a cleaning schedule that maximizes efficiency. 7 out of 10        
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Attention to Detail

Highlight the importance of attention to detail in guest
rooms.

Examples of commonly overlooked areas and how to
address them.

Learning Outcome: Develop a keen eye for detail to
enhance guest satisfaction.

Assessment: Spot-the-difference exercise to identify
areas that need attention in a guest room.
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                                                                                                          Attention to Detail • Highlight the importance of attention to detail in guest rooms. • E xamples of commonly overlooked areas and how to address them. • Learning Outcome: Develop a keen eye for detail to enhance guest satisfaction. • Assessment: Spot - the - difference exercise to identify areas that need attention in a guest room. 8 out of 10         
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Communication and Teamwork

The importance of effective communication within the
housekeeping team.

Tips for clear and concise communication.

Learning Outcome: Understand the role of effective
communication and teamwork in delivering exceptional
service.

Assessment: Role -playing exercise to practice effective
communication during a housekeeping task.
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                                                                                                Communication and Teamwork • T he importance of effective communication within the housekeeping team. • T ips for clear and concise communication. • Learning Outcome: Understand the role of effective communication and teamwork in delivering exceptional service. • Assessment: Role - playing exercise to practice effective communication during a housekeeping task. 9 out of 10  
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Recap and Closing Remarks

Summarize the key points covered in the presentation.

Express confidence in the team's ability to excel in
housekeeping.

Encourage questions and provide contact information for
further assistance.

Learning Outcome: Recap the main takeaways from the
training session.
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                                                                                                Recap and Closing Remarks • Summarize the key points covered in the presentation. • Express confidence in the team's ability to excel in housekeeping. • Encourage questions and provide contact information for further assistance. • Learning Outcome: Recap the main takeaways from the training session. 10 out of 10  
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Staff Meeting

Introduction

Welcome the team and introduce the presentation's
purpose.

* Learning Outcome: Understand the importance of
housekeeping standards and the significance of Health
and Safety procedures.

+ Assessment: Q&A session at the end to gauge
understanding.
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                                                                                                  Staff Meeting Introduction : • Welcome the team and introduce the presentation's purpose. • Learning Outcome: Understand the importance of housekeeping standards and the significance of Health and Safety procedures. • Assessment: Q&A session at the end to gauge understanding. 1 out of 10


