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Housekeeping is a crucial part of any hotel's operations. It can help ensure that guests are satisfied and that the facilities are maintained to the highest standards (Schneider, Tucker, & Scoviak, 1999).
 I was fortunate enough to have been offered the opportunity to intern at the Premier Inn in Cwmbran. The place was very welcoming, and I am grateful for the chance. I started my field placement in January 2023. It was a great occasion to meet new people and build my confidence. I was able to make great friends and achieve new skills.
Through my 160 hours at Premier Inn, I was able to gain valuable experience in the front desk, restaurant and housekeeping departments.
 In the housekeeping department, I had the opportunity to perform various tasks such as cleaning, room checks and laundry. The hotel has single, double, twin and family rooms. We have a cleaning cart that contains various cleaning supplies such as wipes, tissues, and liquid cleaners. We then lift up heavy beds, vacuum the floor, change sheets, and clean the bathroom mirror. We also refill the bath amenities and fold towels. As a housekeeper, these were some of the tasks that I had to perform every day during my time working at Premier Inn. 
It was tiring and challenging but it was fun and I learned a lot. The motivation plays an important role in housekeeping personnel.
 Defined by Webster motive is ‘something (as a need or desire) that causes a person to act’. In my opinion an employee is motivated when he feels challenged, valued, and empowered and this can make the employee more determined and more productive. As Douglas McGregor affirmed ‘work is as natural as play or rest’.
To complete my tasks, I set a goal. To reach this goal, I had to ask my co-workers what to look for when it comes to cleaning a room. I had to watch them so I could learn how it was done. While working with my colleagues, it was very challenging to complete this task. It was also hard to communicate with them since most of them spoke little English. To keep track of the correct procedures, I would take note of what they did to lean myself using my notebook. Among the skills required for working in a housekeeping department is having a good memory, which can help identify the regular guests, their choices and preferences (Achor, S 2011).
 There are many challenges faced by the housekeeping team. They are constantly under pressure to deliver excellent service and are also expected to do their best to avoid any potential issues that may arise. To make sure that their guests and employees feel safe and secure, hotels have to go the extra mile when it comes to implementing safety and cleanliness procedures (Bondarchuk, 2020).
One of the most challenging issues to get rid of in hotels is bed bugs. Although opinions about how to treat these pests are mixed, it's generally believed that they can be handled with diligence and time. Unfortunately, some experts suggest that chemical treatments are required to get rid of them.
There has been a recent complaint about an unpleasant experience at my placement hotel. The guest stated that they had been treated for bed bugs. The investigation into the matter was initiated immediately.
The floor manager apologized profusely to the guest for the inconvenience caused by the incident. She also reminded the guest about the hotel's pest control procedures. She confirmed that the investigation would be taken soon and that the refund would be issued.
 The way the problem was handled was important in ensuring that it did not escalate. It involved communicating effectively with the affected parties and providing them with the necessary resources to resolve it.
 The investigation has revealed that there was an issue with one of the room's cleanliness. The findings of the review were presented to the management team, who then decided to act. The housekeeping staff did not check the room thoroughly during their morning shift and they missed the presence of bed bugs. More training regarding the matter took place soon after the incident so in the future situations like this will be avoided.
It was a great experience during my placement at Premier Inn. The people there were very welcoming and made me feel valued and included in their team. I learned a lot and I enjoyed my time there. I have also learned that trustworthiness is a big factor when it comes to working in a hotel. Housekeeping is carried out in the absence of a guest. An excellent staff member knows their boundaries and does not touch or take things from the guests. They also play a vital role in maintaining the establishment's dignity at a motel or hotel.
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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?


	
Room not cleaned properly.
	Staff shortage, lack of time.
	Show empathy for the customer concerned, find and offer a solution.
	Provide personalized customer service, take measures of the customer service performance.
	Build trust and respect, more training on everyday priority, one-to-one meetings.

	
Hair in the bath.

	Grey hair was easy missed when cleaned.
	Acknowledge customer frustration, care to listen and apologize.
	Make sure that the baths are double checked before customers check in.
	Communicate more and come up with new and creative ideas and exercise together.

	Not enough toiletries (shower gel, soap, toilet paper).
	The room with supplies was on a different floor and the staff didn’t go straight away and was missed.
	Apologize, ask for a chance to provide a better experience in the future. 
	Communicate more with customers and maintain a meticulous level of quality control.
	
Establish team rules and share with the team, encourage innovation.

	
Dust.

	Lack of time.
	Ensure that the housekeeping team clean the rooms on a regular basis.
	Allocate more time for a room cleaning.
	One -to-one meetings.

	Rubbish under the bed.
	The staff was cleaning in rush.
	Offer a complementary service package.
	Find and offer a solution.
	More training.



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: Housekeeping order is maintained not achieved!
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	Training Notes: Goals are regularly reviewed to make sure they are achievable with the resources and time available and take all the obstacles into account.
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	Training Notes: Periodic assessment of cleaning activities by a team from another site and regular monitoring housekeeping services to ensure quality assurance and free from safety risk. Cleaning must be carried out in accordance with standards for health and safety procedures.
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	Training Notes: Use a checklist to cover specific procedures for rooms following by confirmation of the assigned tasks being completed. The housekeeping staff is responsible for ensuring that the rooms are spotlessly clean, and that there is nothing left over from the previous occupants. This includes the bathroom, closet, and other storage areas.
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	Training Notes: The staff must have fully locked and stocked cart to avoid missing supplies (towels, shower gel, toilet paper).
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	Training Notes: Staff are given a variety of opportunities to share their ideas and suggestions on how to improve the flow of work and the quality of service.
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	Training Notes: More communication between staff to avoid possible misunderstandings about whether tasks were carried out or not.


	
[image: ]

	Training Notes: Staff is supervised at the start of the shift to make sure they are ready for work and they carry out their work within the time allowed.
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	Training Notes: The staff must pay more attention to details in each room and corridors.
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	Training Notes:  Ensure a high standard of cleanliness and general upkeep in all areas.	
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