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As an aspiring hospitality professional, I understand the importance of cleaning in providing guests with a clean, comfortable, and welcoming environment. Housekeeping is a critical component of any hospitality operation, requiring specialised skills and competences to ensure that the property is kept in top shape and that the demands of guests are satisfied (Mullins and Dossor, 2013). This journal log examines the fundamental abilities needed for housekeeping and how theoretical information can be used when working in the hospitality business.
Housekeeping is a tough profession that needs meticulous attention to detail, organisational skills, and exceptional time management abilities. Cleaning and maintaining guest rooms, public areas, and facilities such as pools, spas, and gyms are all part of the job (Raghubalan and Raghubalan, 2016). Excellent communication skills are essential when working on the housekeeping staff. To maintain the facility clean and guest requirements satisfied, housekeeping personnel must communicate with guests, colleagues, and management. Good communication skills assist housekeeping workers in rapidly resolving difficulties, responding to guest requests, and maintaining a high level of guest satisfaction (Casado, 2012).
Another essential talent for members of the cleaning staff is the ability to function in a fast-paced workplace. Housekeeping workers must be able to work quickly and efficiently to clean rooms and public areas. Time management skills are essential for ensuring that rooms are cleaned and ready for new guests as soon as possible. This necessitates personnel successfully prioritising duties and working collaboratively to ensure that all spaces are clean and ready for usage (Jones, 2010).
Working in the cleaning crew also necessitates a high level of attention to detail. Housekeeping employees must have a good eye for detail in order to identify places that need cleaning and ensure that all areas are fully cleaned. Attention to detail is essential in ensuring that guests' requirements are addressed, and the property is kept in good condition (Leiter and Bakker, 2010).
Personal reflection as a student has taught me that the cleaning team is an essential aspect of the hospitality sector, and the industry would suffer if they did not contribute.
As a hospitality student, I have got the chance to acquire experience in a range of industry tasks, as well as housekeeping. Throughout my time on the cleaning crew, I got a strong appreciation for the role and the abilities required to succeed in it. Working on the cleaning crew taught me the importance of communication, time management, and attention to detail.
My studies have provided me with the information and abilities needed to function successfully in the housekeeping profession in terms of using theoretical knowledge while working in the industry. My studies in hospitality management and organisational behaviour, for example, have given me insights into the necessity of effective communication in the workplace (Sharma et al., 2019). I have learned how to successfully interact with co-workers, management, and guests to ensure that their requirements are addressed. I also learnt how to efficiently manage my time in order to prioritise activities and accomplish everything on time.
Furthermore, my courses in housekeeping management have given me insights into the best procedures for keeping a property in good condition. I have learnt about the most recent cleaning procedures and technologies for keeping a house clean and welcoming to guests. My studies have also taught me the value of paying attention to detail in ensuring that guests have a great experience during their stay (Cottrell, 2019).
My studies as a student gave me with the theoretical understanding and practical skills necessary to flourish in the role. I am confident that the skills and information I have received as a result of my education will enable me to perform well in the housekeeping profession and support to the development of the hospitality business. Lastly, it is significant to underline the importance of housekeeping to the success of the hotel business because it has a direct impact on the guest experience. Throughout their visit, guests expect a clean and comfortable atmosphere, and it is the cleaning team's obligation to guarantee that this expectation is realised. When guests have a pleasant experience, they are more likely to return to the hotel, and positive word-of-mouth evaluations can bring in new guests.
Housekeeping is also vital in maintaining the property's reputation. A poorly maintained property can harm the facility's and the hospitality brand's reputation, which can have a long-term impact on the business. Bad reviews can have an impact on the property's internet reputation, and future guests may choose to stay somewhere else.
In conclusion, the abilities required for working in the housekeeping staff are crucial in ensuring that guests have a happy stay. Good communication, time management, and attention to detail are all necessary abilities for housekeeping workers to excel in their roles. As a hospitality student, I believe that the theoretical information and practical skills I've received will help me perform successfully in the housekeeping role and contribute to the prosperity of the hotel business.
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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?


	
Negative guest experience
	It is possible that the housekeeping staff did not follow conventional cleaning standards, resulting in an unclean room.
	Demonstrate empathy and respect the concerns of the guest. Apologize for any trouble they may have encountered.
	If the issue was caused by the housekeeping team not adhering to traditional cleaning standards, it is crucial to implement quality control systems and give the housekeeping staff with regular training. By holding employees accountable for their job and offering regular feedback to enhance performance, the hotel can ensure that cleaning regulations are adhered to and that visitors have a positive experience.
	To prevent poor cleaning due to housekeeping personnel not adhering to traditional cleaning standards, it is essential to implement quality control systems and give housekeeping workers with frequent training and feedback. This can include regular inspections of cleaning standards and providing workers with the resources and equipment necessary to efficiently clean rooms. In addition, quality control techniques can help guarantee that cleaning processes are constantly followed, and that guest satisfaction is maintained.

	Negative guest experience

	The housekeeping crew may have had insufficient instruction, resulting in inadequate cleaning.
	Examine the housekeeping checklist and communicate with the housekeeping personnel to determine why the room was not cleaned properly.
	If the problem was caused by inadequate training, it is essential to strengthen the housekeeping staff's training programme. Giving regular training updates for existing employees and ensuring that new employees receive complete training will assist guarantee that all employees have the knowledge and abilities necessary to clean rooms successfully. In addition, giving personnel with feedback and evaluations on a regular basis will assist identify areas for development and ensuring that proper cleaning processes are followed.
	It is crucial to design a complete training programme for the housekeeping personnel in order to enhance team performance and prevent subpar cleaning owing to insufficient instruction. This programme should include frequent training updates for existing employees as well as comprehensive training for new employees, with a focus on conventional cleaning standards and quality control procedures. In addition, it may be beneficial to offer personnel with regular feedback and evaluations in order to identify areas for improvement and verify that proper cleaning processes are being followed.

	Negative guest experience
	If the housekeeping team is understaffed, it may result in hasty cleaning or the inability to clean all rooms.
	Ensure that the room is cleaned to the satisfaction of the guest and that any necessary repairs or replacements are completed without delay.
	If the housekeeping staff is understaffed, it is essential that they have sufficient personnel to effectively clean all guest rooms. Employing extra personnel and having clear communication channels between the housekeeping team and other departments will assist guarantee that guest demands are transmitted appropriately and that the housekeeping team can successfully prioritise cleaning. Also, it may be useful to implement quality control techniques to guarantee that cleaning standards are met.
	If the housekeeping team is understaffed, it is essential to hire more personnel so that all rooms may be effectively cleaned. In addition, it may be advantageous to establish a clear communication procedure between the cleaning staff and other departments, such as the front desk, to ensure that guest demands are transmitted accurately and addressed expeditiously. Moreover, quality control procedures should be used to guarantee that cleaning standards are constantly fulfilled.

	Negative guest experience

	There may be a breakdown in communication between the housekeeping team and other departments such as the front desk or maintenance, resulting in insufficient cleaning.
	Create an action plan to prevent similar concerns from occurring in the future, such as enhancing the training programme for housekeeping employees, instituting quality control procedures, and providing personnel with the required tools and equipment.
	If the problem was caused by a lack of communication, it is essential to establish clear channels of communication between the housekeeping staff and other departments, such as the front desk and maintenance. By providing regular updates and creating clear processes for expressing guest needs, it is possible to ensure that requests are transmitted appropriately and quickly.
	To prevent communication failures between the housekeeping team and other departments, it is essential to create clear channels of communication and protocols for handling guest requests. Frequent departmental meetings and updates can assist ensure that all employees are aware of their roles and are able to collaborate effectively to offer a pleasant visitor experience. In addition to frequent inspections and assessments, quality control procedures can help guarantee that cleaning standards are constantly met.

	Negative guest experience
	Inadequate cleaning may result from a lack of access to appropriate equipment, such as a vacuum or cleaning materials, by the housekeeping service.
	After the issue has been rectified, guarantee the guest's contentment, and address any additional concerns they may have by following up with them.
	If the problem was caused by insufficient access to equipment and materials, it is essential to guarantee that the housekeeping staff has the resources and equipment necessary to clean rooms effectively. Regular equipment inspections and rapid replacement of any faulty equipment can assist ensure that cleaning criteria are met. In addition, presenting the employees with a list of required cleaning supplies can help guarantee that all rooms are fully cleaned.
	To prevent ineffective room cleaning due to a lack of access to the proper equipment and supplies, it is essential to give the housekeeping staff with the necessary resources. This may involve regular equipment checks and timely replacement of any failing equipment. In addition, providing a list of required cleaning supplies to the employees may ensure that all rooms are cleaned completely and consistently.




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: Welcome to our presentation on housekeeping staff training. This training is designed to help you comprehend the significance of maintaining excellent cleaning standards and health and safety protocols, as well as to enhance the overall efficiency of our housekeeping staff.
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	Training Notes: Our hotel has high standards when it comes to cleaning, and it is important that we follow them to ensure guest satisfaction. Some best practices for cleaning different areas of the room include using microfiber cloths, dusting high to low, and cleaning in a circular motion. By following these standards, we can ensure that our guests have a clean and comfortable stay. Moreover, while cleaning the bathroom, be sure to disinfect high-touch areas such as doorknobs, light switches, and the toilet, sink, and shower/tub. In addition, be sure to change the bed linens, dust all surfaces, and vacuum the floors when cleaning the bedroom. Also, when cleaning public spaces like hallways and stairwells, be sure to remove any trash or debris, dust all surfaces, and vacuum or mop the floors.
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	Training Notes: Keeping our guests and staff safe is a top priority for our hotel. We have Health and Safety procedures in place to help prevent accidents and injuries. For example,
when utilising cleaning chemicals and equipment, it is essential to wear gloves, goggles, and other protective gear, as well as to carefully read and obey all labels and directions.
Please consult your supervisor if you have any queries regarding how to utilise a certain chemical or piece of equipment.
It is essential to store cleaning chemicals and equipment in a secure location and dispose of them appropriately when they are no longer required. Similarly, please notify your supervisor immediately if you discover any potential dangers or harmful situations while executing your tasks.
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	Training Notes: Now we will be watching a video of Health and Safety in the hospitality industry. […] After watching the video can you please highlight the common hazards in the workplace? What is causing these hazards? What are the personal hazards?
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	Training Notes: As a part of our housekeeping staff, you play a vital role in providing our guests with superior customer service. While resolving guest requests and complaints, it is essential to actively listen, demonstrate empathy, and act to resolve the issue. We can help ensure that our customers have a pleasant experience and will want to return to our hotel in the future by offering exceptional customer service. First, always extend a smile and a warm welcome to visitors, and if at all feasible, use their names. When a visitor makes a request or a complaint, pay close attention to what they have to say and act as though you comprehend what they are saying. For instance, provide additional towels or call maintenance to remedy a problem in order to take action to solve the situation as soon as feasible.
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	Training Notes: Learn to prioritize your duties, communicate with your team, and utilise time-saving technologies and practises in order to manage your workload successfully. Do not forget to review your calendar before your shift begins and allocate assignments based on the demands and deadlines of your guests. In order to monitor your progress and make sure you stay on course, use tools like task lists and checklists. To coordinate responsibilities and make sure everyone is working successfully and efficiently, talk to your team members and managers.
It is crucial to work properly and efficiently during busy periods, such as when our house is full or during big events, to guarantee that all rooms are cleaned promptly.
Use time-saving strategies, such as cleaning several rooms at once or employing quick cleaning methods.
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	Training Notes: For our hotel to run well, good communication between housekeeping employees and other departments is crucial. It is indeed crucial to listen intently, talk properly, and use the right communication instruments, such radios, phones, or communication records, in order to communicate effectively.
Please do not hesitate to contact your supervisor or a team member from another department if you have any questions or concerns. However, do not forget to always talk properly and with the appropriate terminology and tone when conversing with others.
Before to responding, pay close attention to what the other person is saying and make sure you comprehend their position.
Employ the proper communication methods to guarantee that your message is understood, such as radios, phones, or communication logs for routine requests or updates and communication logs for urgent messages.
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	Training Notes: It really is important to take care of our cleaning materials and equipment so they last as long as possible and function properly.
This include maintaining the equipment's cleanliness and sanitization, storing it appropriately, and informing your supervisor of any problems or faults.
Use the proper cleaning supplies and methods to ensure that the equipment is thoroughly cleaned, sanitised, and debris-free.
Equipment should be kept dry and clean, away from moisture, pathogens, and other elements.
To ensure that equipment is used correctly and safely, adhere to the manufacturer's instructions and guidelines when utilising it.
Report any problems or flaws with the equipment, such as broken or malfunctioning pieces, to your supervisor right away.
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	Training Notes: The Ritz-Carlton is renowned for its great customer service and strong employee engagement. They have adopted a number of staff engagement strategies, including the "Ritz-Carlton Gold Standards," which provide a defined structure for workers to adhere to when dealing with guests. In addition to training and development opportunities, they also provide recognition programmes and incentives for exceptional achievement. For instance, their housekeeping team collaborates with the front desk team to coordinate guest requests and ensure that rooms are cleaned promptly and efficiently. Additionally, The Ritz-Carlton provides training for their housekeeping staff on effective communication and teamwork, which helps to promote a positive and productive work environment. These practices contribute to the hotel's high levels of guest satisfaction and employee engagement.
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	Training Notes: This assessment is created to ensure that the employees have understood what is required from them. At the same time, is another opportunity to explain again what was not realized.
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                                   Trinity Hotel Housekeeping Standards       • Recognize the significance of adhering to cleaning standards for guest liking. • Learn the finest methods for cleaning the various regions of the room.
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                            Time management • Effective time management is essential in the housekeeping department • To manage your workload effectively, it is important to prioritize your tasks, communicate with your team members, and use time - saving tools and techniques   
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                       Communication • To communicate effectively, it is important to listen actively, speak clearly, and use appropriate communication tools such as radios, phones, or communication logs • If you have any questions or concerns, please do not hesitate to reach out to your supervisor or a team member from another department
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                       Equipment maintenance • Proper maintenance of our cleaning equipment and supplies is important to ensure that they last as long as possible and that they work effectively • This includes regularly cleaning and sanitizing equipment, storing it properly, and reporting any issues or defects to your supervisor
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                       Assessment • To assess learning, we will provide a quiz at the end of the training to test knowledge of best practices in: • C ommunication • Time management • Equipment maintenance • Health and Safety • Cleaning standards • Best Practice that Trinity Hotel can borrow from Ritz - Carlton ?


image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




image2.png
©

Operating Hotel Facilities
BMIH4006

Student id: 2127116
Student name: Andrei Munteanu
Lecturer: LisaBassler

o




image3.svg
                       Operating Hotel Facilities BMIH4006 Student id: 2127116 Student name: Andrei Munteanu Lecturer: Lisa Bassler


