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[bookmark: _Toc148801640]Component 1- Student Journal
[bookmark: _8lfrr5vkmq2k][bookmark: _Toc148801641]Introduction
This is a reflective journal within which the application of relevant models of reflection will be done. With the models, a discussion on the key skills required to be a part of a housekeeping team will be analysed



[bookmark: _voqljtgq3m0l][bookmark: _Toc148801642]Identification of the key skills needed to work in the housekeeping team by applying a model of reflective practice to link it with theoretical principles and industry examples.
The job of housekeeping is to ensure cleanliness in the building or home so that amenities of sanitary and tidiness are provided to residents or guests. Their duties and responsibilities included cleaning rooms, making beds, dusting and so on in the building (Nimri et al., 2020). To be a part of or work with the team of housekeeping customer service skills are very crucial. A housekeeper should have patience and the ability to use their own initiative so that they can pay attention in detail to each and every aspect of the building. More importantly, a housekeeper should be able to be available and work efficiently during Times of change. Kolb's reflective model can be used as an experimental learning tool to visualise my key skills and knowledge that can help me to understand the roles and responsibilities of working within a housekeeping team (Morris, 2020). There are four stages or phases involved in Kolb's reflective model by which new experiences can be gained as follows-
Concrete experience: I was a part of the housekeeping team within a well-renowned hotel in the UK called the Premier Inn. Within the team, I was given the task of making beds with two other members of a team, in each room in the hotel and ensuring that it was cleaned and sanitised well. I was allocated the task of making beds in about 50 rooms every morning, afternoon and at night so that guests can have a comfortable time. One day a member of the group was absent because of high fever and the other did not attend the job because of family issues. I had to complete all their work by myself and ensure the beds in 50 rooms were cleaned and properly made. I successfully completed the task of making beds during the morning, afternoon and evening, however, I could not manage time for myself to have lunch or even get back home on time. The thing that went wrong was my lack of communication skills because of which I could not ask for help and raise my concern to the team leader.
Reflective observation: During my shift, I was prepared to carry on the tasks alone and make beds in 50 rooms all by myself. However, due to the overload and over-pressure of the work on that day, I could not manage my time properly. I realised that to work within a housekeeping team it is important for an individual to have proper time management skills. I, however, was able to take the initiative by myself which is also one of my core skills. The mismanagement in time mainly occurred because I could not get the support of my other team members.
Abstract conceptualization: Thus, I feel that in certain situations I need to make a proper timetable or list of things to do so that it becomes easier for me to understand where to start from. I should also have consulted with my team leader and asked for help so that I could have saved time for myself as well.
Active Experimentation: Therefore, if in future certain situations arise, I will ensure to communicate with the team leader. This is because working within a housekeeping team is only beneficial when communication is smooth and clear (Gonzalez et al., 2020). I should therefore work on improving my communication skills as it cannot only help me to get help but also help me to enhance my work and learn new things while working with new people. 
Thus, working in a housekeeping team is a very complex task for an individual as one needs to be attentive and flexible to work as and when the job demands (Carlisle et al., 2023). For example, there can be instances where the hotels are facing huge demands for accommodation, then in such cases, one needs to adapt to the changing situations and needs of the customers or guests (Lucas, 2023). One needs to have an ability to listen and understand what actually needs to be done only then can proper customer service be provided to the guests.


[bookmark: _209jqp1mxw1h][bookmark: _Toc148801643]Conclusion
From the application of the reflective model, it is analysed that for a job in a housekeeping team, one needs to have patience and good communication skills. It is also analysed that one needs to be attentive and have the ability to be flexible in performing their roles and responsibilities.
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[bookmark: _xs2gmghrxv1z][bookmark: _Toc148801646]Room Cleaning Checklist
	SL. No.
	Particulars
	Tick (✓)

	1
	Test bed lamps
	

	2
	Open windows
	

	3
	Remove the dustbins
	

	4
	Place new liner bins
	

	5
	Put the soiled towel into the laundry
	

	6
	Place new towels
	

	7
	Ensure that the smell of the products used for cleaning does not linger in the room
	

	8
	Replace pillows
	

	9
	Clean the Bathroom door and back of the door
	

	10
	Check the shower curtain and curtain rod
	

	11
	Electric outlets 
	

	12
	Clean under bed and headboards
	

	13
	Test toilet issues (points)
	

	14
	Replace mattress and springs 
	

	15
	Pictures (straight and clean)
	

	16
	Test the smoke detector and clean it
	

	17
	Amenities (in place, clean and fresh)
	

	18
	Television (clean and working)
	

	19
	Desk condition and supplies 
	

	20
	Legal notice and posted rates are correct
	


Table No.1- Room cleaning checklist
(Source: Created by the Learner)


[bookmark: _mf4q5t8agqje][bookmark: _Toc148801647] Introduction
The essay will analyse the ways by which the issues in the housekeeping department can be mitigated to provide the guests with quality customer service.


[bookmark: _6wkw08317a8][bookmark: _Toc148801648]Main Body
The housekeeping department has been facing issues of consistency as the guests have filed complaints. Therefore, to ensure that the rooms are being cleaned as the standards of the brand the staff should open all the windows in the rooms. It will allow the rooms to get the fresh air in, along with that the ventilation should be closed so that air inside the room can be out and stop the products used for cleaning lingering inside the rooms (Sudarmayasa et al., 2022). The staff should also ensure that the towels in the room are being removed including the mats. The staff must put the soiled towels into the laundry bags and remove other items that can cause smelling in the room.  This will help to ensure that the rooms are free from bad smells and that guests are able to get fresh air (Bhatnagar and Nim, 2019). It will also be ensured that the bins in the rooms are being cleaned or removed and new liners are being placed in the bins. 
In the housekeeping department, it is very important to communicate with each member of a team about each and every activity that needs to be undertaken (Jubaedah et al., 2019). Therefore, to improve the effectiveness of the team in the housekeeping department, a weekly routine will be prepared wherein every individual will be allocated with different tasks every week. This will not make the employees feel monotonous or they do not have to indulge in repetitive work. It will also ensure that each staff member is given the opportunity to express their views on what they like and the different ways in which certain activities such as making beds can be done (Cunha and Oliveira, 2021) This way employees will feel heard and they will cooperate with the team efficiently. 
The checklist developed to mitigate the complaints raised by the guests will be very effective in bringing ineffective solutions. It is because it includes all the necessary points of cleaning including the small things such as opening windows, replacing towels and so on which will help to maintain hygiene in the rooms (Wu et al., 2021). The checklist will also help the staff to focus on key areas that best meet the needs of the guests and the standard of the brand. The checklist will also help to keep the staff on track and to ensure that all the areas in the guest rooms are properly cleaned and that the hygiene is maintained. It will also further help to facilitate successful training for all the staff both existing and new ones.
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It can be concluded that a checklist for the housekeeping department is very crucial in maintaining it as it helps to raise the standards of the quality services rendered to the customers. Moreover, the staff can stay on track and clearly understand the activities that they need to undertake to facilitate quality services to the customers.
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The presentation is based on the training program in which the housekeeping team will be trained on how they can render quality customer service to the guests in the hotel. The presentation will analyse the problem of the need for training and then creative solutions will be designed to help the staff understand their roles and responsibilities in the hotel of housekeeping services adequately.


[bookmark: _sh9dhplz65n8][bookmark: _Toc148801653]Problem
The guest room in the hotel has seen some issues of inconsistency where the guests complained that the rooms are not properly cleaned or safe. Therefore, through this training program an overall idea and solutions to make the staff efficient enough to perform their roles and responsibilities with ease. Through the training program, the staff will also be able to develop shifts of their work as per their convenience and balance their personal and professional life so that they do not feel the pressure of overload of work.

[bookmark: _9ws913k6t74p][bookmark: _Toc148801654]Solution
As per the employee engagement model of Aon Hewitt, there are three elements that need to be addressed to ensure that the employees are fully engaged with their job roles (Turner and Turner, 2020). Therefore, the three elements will be addressed to bring in solutions for the issues registered in the guest's room of consistency.
Say- It will ensure that the communication with the employees or staff is positive in a way that it helps to reflect upon their existing abilities that are necessary for the growth of the organisation. The staff will be encouraged to participate in the training program by stating the advantages in their career and the hotel as a whole. 
Stay- To make the staff stay till the completion of the training program, it will be ensured that the managers or supervisors are communicating and engaging with them regularly (Sun and Bunchapattanasakda, 2019). This will help to understand the interests of the staff and also to address the aspects that have been affecting their training and work so that immediate actions can be taken to mitigate the issues. This will help to make the employees feel valued and respected and engage them in the training program for a longer period.
Strive- The training program will be such that after the completion all the employees or staff will have to undergo a test where they need to show the skills, they have been able to enhance (Saks, 2022). If the staff do not meet the standards of the training, then in such cases the staff will be given extra time to adapt to the situation and learn as per their own technique. This will help to make the employees engaged and strive to perform well to render quality services.

[bookmark: _1nv5haph5rkb][bookmark: _Toc148801655]Learning objectives
The training program is developed or created to achieve the three objectives-
· To enhance the skills and knowledge of the staff so that they can work even in changing circumstances or overload of work (Tumi et al., 2022). This will help the staff to gain the skills of patience and time management by which they can maintain decorum in the hotel even in times of excess demands for accommodation.
· To provide the employees with opportunities for career development such as enhancing the skills of leadership (Karim et al., 2019). This will help the staff to gain better job opportunities in the future and even get promoted to higher positions that help to develop their standard of living.
· To provide the employees with training in health and safety. This will help the staff to identify any hazards in the hotel which can impact on the health of the guests or the organisation as a whole (Ozkeser, 2019). Therefore, it will enable the organisation to reduce the risks of accidents and other costs associated with health and safety.

[bookmark: _iv3vdkjkghjt][bookmark: _Toc148801656]Training components
The housekeeping staff training schedule will be done in the following ways-
Day 1- On the first day of the training program the staff will be provided with department orientation knowledge so that they can understand how the housekeeping department functions (Waqanimaravu and Arasanmi, 2020). Therefore, the staff will be taught about quality guest service, procedures of recycling, safe work habits, personal appearance, emergency situations and information about the policies of conduct in the hotel will also be specified. The first day of training will be provided for about 4 hours and it will all be theoretically done.
Day 2- The second day will be the review day wherein information about the housekeeping employees' roles and duties will be provided. The staff will be taught on how they need to work as a team with colleagues as well as other departments. The features of security and housekeeping keys will be communicated with the employees to make them aware of all the room's safety. The staff will then be taught about how they can use the cleaning supplies safely and correctly, maintenance needs, inventories of the housekeeping and requirements that they need to maintain for special cleaning. 
Day 3- On day 3, the employees will be provided with room attendants. They will be provided knowledge of who is a room attendant, the status codes of rooms, sharing of tips, superior performance standards, unusual guest room situations, and assignments on deep cleaning (Poullas and Kakoulli, 2023). During day 3, the staff will be given the task of preparing the guest room and the bathroom as well.
Day 4- It will be a physical training day where staff will be divided into groups and asked to perform different activities. The first group will be asked to make the beds and clean the closet of the guestroom, the second group will be asked to replenish supplies and amenities and clean the windows, sills and tracks. Lastly, all the staff will be asked to inspect each room and find any problems or issues in cleaning that need to be improved. 
Day 5- On this day, all the staff or the groups formed will be asked to clean particular rooms by themselves and each group's work will be observed by a supervisor (Djajasinga et al., 2021). At the end of the completion of their tasks, each group's performance will be evaluated and based on their team work the result will be announced.
Day 6- This day will be the review day and employees will be given the task of cleaning different rooms individually. As their performance increases, more rooms will be added to their task and they will be rewarded accordingly.

[bookmark: _abhkbe8wqet][bookmark: _Toc148801657]Training tools
For the training of the housekeeping staff, different types of tools and techniques will be used so that the employees can perform their roles efficiently and quickly to render quality services to the customers. The staff will be provided with both manual and electric cleaning tools such as a box sweeper will be provided to clean the carpets and floors. The vacuum cleaner will be provided so that the requirements of tough cleaning can be met (Jubaedah et al., 2019). A mop wringler trolley will be provided so that the staff can clean the mop without getting their hands dirty. A spray bottle so that flowers or leaves arranged can be cleaned delicately. Dustbins, dusting cloths and dust pans will also be provided as the key tool so that dust and garbage are cleaned properly. Cleaning agents or chemicals will also be provided and staff will be taught how they can use it effectively. Such as bathroom cleaners, degreasers, laundry cleaners, surface sanitisers, toilet blocks, carpet cleaning agents, and toilet cleaners will be provided to the staff. 
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At the end of the training program, it will be ensured that each staff member receives a proper certificate. It will help to outline the performance of the employees and the target level or standards they have been able to achieve as designed in the program. The certification will also help to make the employees feel valued and respected and make them understand how the training has been valuable for them and the organisation as well (Sutherland et al., 2021). Thus, the training certification will be provided to all the staff irrespective of the standards they have been able to meet or not so that employees can themselves visualise their performances and aspire to enhance their skills for better performance.
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From the above training program, it can be stated that in the housekeeping department it is very necessary for staff to understand even the smallest thing that can affect the customer's experience. Through the training program, it will be ensured that the issues in the guest room are mitigated and standards of cleanliness are being developed so that employees can follow the protocols and provide quality customer services. Thus, to improve the morale and motivation of the employees they will be provided with certificates that will help to visualise their strengths and weaknesses in meeting the standards of the hotel for quality maintenance and rendering quality services to the customers or guests. Hence, it can be stated that through the training program, the staff in the hotels can be taught or educated on the right conduct and process of performing their roles to avoid making mistakes.
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