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Introduction 
The hospitality industry comprises a vast structure that includes numerous departments to meet the organisational goals. According to the prescribed job responsibilities, these associates bear exclusive accountability for preserving the reputation and standards of the hotel globally. This discourse will address the principal duties and obligations of a housekeeping associate. Additionally, it will elaborate upon the essential proficiencies and competencies, thereby enabling a comprehensive understanding of their impact and contribution. Moreover, this paper shall illustrate a reflective journal that pertains to my internship at Premier Inn Peterborough North. This will emphasise the experiences that have contributed to my overall learning and development.
Discussion
Housekeeping staff in a hotel is critical as they significantly foster the improvement of customer contentment. The primary responsibility of an associate is to uphold the cleanliness and sanitation standards of the hotel premises. Hence, they require a diverse set of proficient skills and qualities to effectively attain the objectives of the organisation, as noted by Jones (2010). Next month, I’m completing my internship at Premier Inn Peterborough North. The season I worked was considered one of the busiest seasons of the year and I experienced one of the hardest training. During my internship, I have realised how tiresome the job role of a housekeeping staff can be while maintaining professional agility. I personally attended to the guests when they arrived at the front desk office after being summoned and escorted them to their rooms. Nevertheless, it is imperative to specify to adequately provide all the amenities that the guest has been requested. Hence, I made sure that everything was set as per their demand and conversate with them for confirmation of the service. This initiative, however, left a positive impact on the hotel and its staff as they tipped me for the service and welcoming conduct. Additionally, as an employee, I had to keep up with a strong sense of physical agility and fitness to quickly respond to guest needs. The fitness would enable me to transport weighty equipment that directly affects the provision of service. Moreover, I had to improve my cognitive power and instincts to memorise all the sequences and chronology of setting up amenities. During my internship at Premier Inn Peterborough North, it became apparent to me that physical fitness and mobility were essential qualities. As I had to navigate between various locations in order to provide impeccable customer service (Rogers, 2008). Furthermore, it was of utmost importance to uphold proper body alignment and exude an air of sophistication to establish a positive perception among the invitees. During my internship, I was required to remain attentive and promptly receive all incoming calls. I had to make sure that no messages or phone call go attended to and that every request was addressed. The experience helped me immensely to gain a comprehensive understanding of maintaining proficient communication with fellow personnel. However, the hospitality industry is run by a chain of systems where every staff needs to report the other one.  Thus, to maintain the flow of the system chain is crucial to remain well-informed about the guests (Sharma et al., 2019). To make myself well-informed I always gathered all relevant information from the front desk associate. Being well-informed about the visitors is extremely vital to delivering undisrupted service and taking appropriate actions for every inconvenience. As an intern, my primary responsibility was to lead them to their rooms while simultaneously imparting comprehensive details about the in-room amenities and associated services. This realisation enabled me to understand that the development of interpersonal communication skills is extremely crucial (Vallen and Vallen, 2012). Along with this, my aptitude for concentrating and listening more to their problems was elevated. My obligation entails fully comprehending the issues, preferences, and necessities of the visitors to promptly act accordingly. I also got full constructive training on the ways and methods to clean different kinds of surfaces at the hotel which is quite lengthy and complicated. This aptitude rather is of utmost importance as cleanliness and freshness are really beneficial for a good marketing strategy. Moreover, this positive approach works quite effectively to help to attract customers and enhance the global consumer base. Alongside this, my seniors shared certain tactics and strategies which I can implement to accelerate my skills (Wood, 2013). 
Conclusion
After my internship, I realised that I have collected much practical knowledge about the industry. I have successfully implemented my theoretical knowledge while working for such a large entity like Premier Inn Peterborough North. After attending extensive lectures at the university, I gained much understanding regarding the skills that are applicable to the job role. Hence, I applied all the learnings and used my cognitive to prevent any mishap to happen. 
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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?


	Dirty bedsheet

	The cause of the inadequacy can be the negligence of the staff in charge. Probably, the employee was not appropriately trained or did not receive accurate guidance for the accomplishment of the task (Tesone, 2010).
	As the team leader of the housekeeping department, it becomes my responsibility to address the problem and promptly respond to it.  I will immediately take action and call upon a senior who possesses better knowledge and experience of it to resolve the problem (hotelowner, 2023).
	I will call upon an urgent team meeting to find out the reason of the mishap. Additionally, I will be strict to my subordinates maintaining my corporate ethics. This will be my responsibility to highlight the heightened significance of the job role.
	As the team leader, I will check if effective quality control is maintained and staff are careful while preparing the rooms. I will conduct regular inspections so no dirty bedsheets go unnoticed and the employees in charge remain cautious and attentive towards their job role.

	Unclean drapes and cushion 


	During the peak seasons, hotels face high occupancy which leads them to face many challenges. However, the work pressure might cause them to go unnoticed the nuances in ensuring whether cushions were cleaned properly or drapes were changed. 

	I will immediately attend to the guests and apologise to them for the inconvenience. Afterwards, I will take necessary measures so the changes are made without any delay (restaurantonline, 2023).  

	 Regular and sufficient scrutinising of the rooms after the guests’ departure is crucial in order to maintain the hotel standards. Even before the arrival of the guest I will make sure that the room is inspected thoroughly.
	I will provide training sessions to the laundry staff members to ensure that adequate washing and drying procedures are well-maintained (hospitalitynet, 2023).

	Dirty and stained floor


	This problem can arise when the customer spilt something unintentionally and did not call the room service immediately. Moreover, not using proper cleaning agents can also be one of the reasons (premierinn, 2023).
	I will promptly address the issue and will offer another room to compensate for the mistake along with additional service to create a good impression for the housekeeping department of the hotel.
	 As the team leader I will make sure that the staff are using proper cleaning agents and equipment. As per my knowledge, every surface necessitates different treatments and methods to clean. Hence, I will recheck whether the staff members are employing accurate techniques to do the job.
	 I will make an application to the higher authority to consider investing more in this department to facilitate with sufficient materials.

	Stained carpet


	 Stained carpet is quite a common problem that every hotel faces. Big hotels that receive numerous guests, experience a significant amount of foot traffic on carpets. The more people walking on the carpet, it tends to get more stains and maximises the chance of dirt, and dust (hilton, 2023). 
	I will make sure that the guest does not hesitate to call for the room service for every inconvenience regardless how trivial it can be. Additionally, it shall be my responsibility to promptly address the matter and take action accordingly in order to make the customer experience better.
	As per my job role requirements I will prepare the proper and regular cleaning schedules like of vacuuming, deep cleaning and regular alterations at intervals. I must consider conducting regular inspections to ensure that worn-out carpets are altered. Furthermore, I will take strict actions so the employees remain careful and deliver the best service.
	Being the team leader, I will address the issue to the higher authority so they can take executive decisions and implement such measures. I will also facilitate penalising and rewarding system through giving incentives so the staff will be motivated and provide the expected service (Petersen, 2019).

	Foul Odour in the bathroom

	The reason behind the issue can be manifold. When the hotel rooms fail to offer sufficient airflow and a proper ventilation system. Moreover, smoking should be strictly forbidden as the smell of tobacco can cause to create foul odours. Furthermore, lack of hotel maintenance can also be another cause of it. Dampness and moisture in the room or the location of the hotel can be the primary determinants in this case. 

	I will look for permanent amendments and techniques that can be helpful to remove the barrier. Considering the geographical location, I will ensure that proper mythologies are implemented (marriot, 2023).
	As per my experience, I shall consider conducting more training sessions so the staff are well-informed of the situation.
	After addressing the issues, I will present the issue to the decision-makers to undertake measures to leverage effective ventilating system. Alongside this, I will enforce strict non-smoking policies and measures to detect if anyone violates the rules (Munroe, 2019).




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.

	Figure: 1
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	Training Notes:
The hospitality business, being a vast encompassing industry, necessitates a wide range of departments to manoeuvre the tasks systematically. Among all agents, the housekeeping staff and members within this hotel business entity are considered the most essential. Their contribution can profoundly impact the overall customer experience and widen the consumer base. Hence, it becomes imperative that the hotel administration implement necessary training strategies to elevate the overall skills and aptitude of the employees. Educating them with sufficient plans and schedules can immensely help them to develop their learning and guarantee better outcomes (Bridger, 2018). 

	Figure: 2
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	Training Notes:
Training strategies based on the issues 
Lack of effective communication
One of the key aptitudes that a housekeeping staff must cultivate is regarding the business communication skills. Most of the tasks are delayed or remain unfulfilled due to the lack of transmission of messages, information and reporting among the employees. However, for the successful accomplishment of the task, it is of great significance that the workforce shares a good and amicable bond. They must not hesitate to ask for proper guidance from other colleagues while maintaining professionalism and hotel protocols. This can further enable them to create a good impression on the customer to comprehend their preferences, requests and doubts (Raghubalan and Raghubalan, 2016). 

	Figure: 3
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	Training Notes:
This is important to clearly state the communication skills training goals and assess the housekeeping staff’s improvement needs prior to training. Formulating instructional materials, ensuring they apply the learning materials for better outcomes of the tasks. Furthermore, including interactive exercises and teaching active listening for better communication using non-verbal cues like body language, facial expressions, and eye contact can be beneficial. Giving training in emotional intelligence enhances self-awareness, empathy, and interpersonal skills. Additionally, providing personalised feedback and coaching for optimal learning and guidance is also crucial. Participants should be encouraged to practice communication skills in real-life situations for confidence and knowledge consolidation (Quick, 2020). 


	Figure: 4
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	Training Notes:
Insufficient knowledge regarding technology
A housekeeping personnel must cultivate enough knowledge regarding the utilisation of technological tools and devices. As per their job role requirements, they are entitled to navigate much complicated digital equipment in order to deliver the best service. However, a lack of proficiency can cause much damage to facilitating and fulfilling customer satisfaction curbing the hotel's reputation. Moreover, it can delay accomplishing the task on time ruining guest contentment and providing them with proper facilities they have paid for. Every staff must develop the cognitive power to control the devices and resolve the problems at once. With the advent of technology, it has become important that the hotel uses proper tools to ease out the high-scale tasks (Mullins and Dossor, 2013). 


	Figure: 5
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	Training Notes:
While delivering training sessions, it is imperative to impart inclusive training on the adept handling of technological instruments. This knowledge can help one to assist in household management duties, with a focus on property management systems and cleaning software. The provision of practical training sessions is essential in acquainting the staff with technological advancements, thereby equipping them with the requisite skills to navigate systems. Hence, a manager must motivate the employees to inquire while offering consistent assistance to address any issues they may confront. The incorporation of periodic technology training updates would serve as a useful tool for enhancing staff knowledge of newly introduced features and technological advancements (Leiter and Bakker, 2010).	



	Figure: 6
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	Training Notes:
Proper cleaning and sanitisation training
A housekeeping staff must know the ways and methods to make beds and extensive cleaning procedures in order to keep the hotel spaces germ-free. Many candidates are recruited as per their degree but it is witnessed that they lack practical knowledge. This further results in receiving multiple complaints regarding unclear and dirty rooms and other amenities. Guests frequently experience dirty rooms, stained bed sheets and carpets during their arrival and that poses a negative impact on the hotel impression. This occurs due to the negligence of the staff or for not receiving accurate on-job training. Hence, being manager I must address the issue and take measures to resolve the problem (Johnston et al., 2012). 


	Figure 7
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	Training Notes:
The implementation of comprehensive standard operating procedures in the training sessions to delineate the precise steps involved in cleaning and sanitisation processes is highly recommended. However, the development of visual aids is imperative in order to illustrate the appropriate techniques and usage of products. Moreover, the implementation of hands-on training sessions is suggested to provide practical experience as well as to assure comprehension. The significance of utilising appropriate Personal Protective Equipment in the performance of cleaning tasks requires emphasis. Furthermore, fostering an environment of open communication and feedback among employees to effectively address queries regarding the cleaning procedures is crucial (Ferdinand and Kitchin, 2017).


	Figure 8
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	Training Notes:
An employee engagement model 
Engagement of employees is crucial for organisational success, especially for hotels and resorts and to do so, models related to this concept were developed. Among all, the Maslow Employee Engagement Model is inspired by Abraham Maslow's hierarchy of needs theory. As per the concept of the framework, it states that people have distinct levels of needs that must be met in order. Fair pay, job security, and safety are the most important factors that ensure employees' basic needs are met for engagement. Encouraging teamwork and effective communication fosters positive work culture and Recognition, respect, and growth opportunities fulfil staff self-esteem needs. Developing employees, giving feedback, and recognizing achievements are crucial as employees seek meaning in work (Fallon and Rutherford, 2010). 

	Figure 9
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	Training Notes:
Google follows Maslow Model for employee engagement, offering competitive pay and benefits to fulfill basic needs. The company encourages collaboration and social connections through its office spaces and team-building activities. They also prioritise employee recognition with rewards and acknowledgment programs. Google offers personal development opportunities like training and career advancement and encourages self-actualisation with innovative projects aligned with employees' interests and skills. The venture further promotes transcendence through volunteering and social responsibility and Maslow Model enhances employee engagement by addressing their diverse needs. This further fosters satisfaction, motivation, and productivity of the workforce of the company. Google's success with the Maslow Employee Engagement Model is a best practice example for companies aiming to create an engaged workforce (Cottrell, 2019).

	Figure 10
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	Training Notes:
Conclusion
The presentation has discussed the relevance of housekeeping staff and departments within a hotel in the hospitality industry. However, the primary aim of the discourse id to pose the training strategies and methods as per the problems that a hotel confronts. The importance of communication, cleaning and sanitisation and technology handling aptitudes are important in this context. Accurate methodologies and the importance of providing proper training sessions have also been highlighted in the study. Lastly, to conclude with, an employee engagement model, the Maslow model has been elaborated on with the best industry example to impart in-depth knowledge (Casado, 2012).	
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