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Through my education and work experiences in the hospitality industry, I have learned that the housekeeping staff plays a crucial role in sustaining cleanliness and ensuring guest satisfaction. According to Bardi (2011), operating as part of a housekeeping team requires several essential skills, including attention to detail, time management, teamwork, communication, and adaptability. In this journal entry, I will discuss these skills as well as my personal reflections on how they can be utilised in the industry.
 Perhaps one of the most essential skills for a housekeeper is attention to detail. According to Fallon and Rutherford (2010), it requires paying close attention to all aspects of cleaning tasks and ensuring that even the tiniest details are not missed. This ability is crucial because guests frequently have high standards for cleanliness; failure to satisfy these standards can result in negative reviews and a decline in customer loyalty (Jones, 2010). I believe that developing a keen attention to detail has vastly aided me in my previous housekeeping positions, allowing me to provide exceptional service that earned positive feedback from both guests and supervisors. Time management is another crucial skill. Typically, housekeepers must complete numerous duties within limited time constraints. According to Leiter and Bakker, (2010), this includes effectively prioritising duties and working efficiently without sacrificing quality. During my time working at a four-star hotel, I learned firsthand the importance of time management, especially during peak periods when many rooms simultaneously required service. By implementing effective protocols and concentrating on completing each task methodically, I was able to ensure that all rooms were serviced expeditiously and to the highest standards. Additionally, teamwork plays an important function in housekeeping operations. Wood (2013) emphasise that housekeepers must be able to effectively collaborate with their coworkers in order to manage workload distribution and maintain consistency across cleansed rooms or areas. Working as a cohesive unit ensures that all tasks are completed effectively and to a high standard, which ultimately increases visitor satisfaction. In my past experiences, I have found that open communication and mutual support within the housekeeping team contributed significantly to our overall success in maintaining exceptionally high standards of sanitation. Effective communication is an additional requirement for effective janitorial operations. According to Hayes and Ninemeier (2009), this includes not only verbal communication with coworkers but also comprehension of and adherence to written cleaning-related instructions and procedures. In addition, housekeepers must be able to communicate with guests professionally when necessary, addressing any concerns or requests with promptness and courtesy. Reflecting on my own experiences, I have frequently found that clear communication has been crucial to swiftly resolving issues or misunderstandings and meeting the needs of guests effectively (Casado, 2012). Adaptability is a necessary ability for those operating in the housekeeping industry. According to Raghubalan and Raghubalan (2016), alterations in workload or responsibilities may occur frequently as a result of customer demands or operational requirements. Maintaining productivity levels and meeting quality standards on a consistent basis requires the ability to alter one's approach rapidly and effectively. I believe that my adaptability has enabled me to flourish in a variety of housekeeping positions by allowing me to respond positively to new challenges as they arise.
Throughout this journal log, it has become clear that a solid foundation in these key skills is essential for functioning effectively within the janitorial team and maintaining service standards. By incorporating personal reflections and industry examples, we were able to gain a more in-depth understanding of their applicability in real-world situations. Moreover, combining theoretical knowledge with practical experience has enhanced our understanding of these essential competencies. It is impossible to overstate the significance of this topic within the hospitality industry, as housekeeping plays a crucial role in determining visitor’s impressions and overall satisfaction with any establishment (Casado, 2012). Not only do these skills contribute to individual success, but they also serve as valuable assets for organisations seeking to maintain a competitive edge in today's swiftly changing global market.
In conclusion, the skills discussed in this journal entry – attention to detail, time management, collaboration, communication, and flexibility – are essential for success in the housekeeping sector of the hospitality industry. I have been able to contribute positively to my work experiences thus far by combining these abilities with the theoretical knowledge I've acquired through my education. Moreover, recognising the significance of these skills emphasises not only their significance for individual career advancement, but also for the overall growth and prosperity of the hospitality industry as a whole.
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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?


	Customer dissatisfaction 

	The housekeeping personnel may not have received adequate training on the required cleaning and preparation standards (Mullins and Dossor, 2013).
	Apologise to the guest and assure them that the situation will be resolved as soon as possible (Bridger, 2018).
	Conduct regular training sessions for the housekeeping personnel to ensure familiarity with cleaning standards and procedures (Raghubalan, and Raghubalan, 2016).
	Regular team meetings for communication, feedback, and process optimisation (Leiter and Bakker, 2010).

	Loss of revenue 


	The room status may not have been updated correctly in the hotel system, resulting in the assignment of an unprepared room (Raghubalan, and Raghubalan, 2016).
	Arrange for immediate room cleansing or, if possible, offer to relocate the guest to a different, clean room (Raghubalan, and Raghubalan, 2016).
	Improve communication systems to ensure that room statuses are accurately updated (Casado, 2018).
	Training programmes to enhance staff members' abilities and comprehension of the significance of their responsibilities (Tesone, 2010).

	
Decrease employee morale.

	The housekeeping staff may be overworked, resulting in rushed work and lowered cleaning standards (Casado, 2012).
	Determine why the room was not cleaned correctly by investigating (Leiter and Bakker, 2010).
	Review and alter staff rosters to ensure adequate staffing during peak hours, thereby reducing the rush and likelihood of errors (Vallen and Vallen, 2010).
	Develop a team culture of responsibility and accountability to encourage the production of superior work (Bridger, 2018).

	
Management challenges

	Staff may be under pressure to prepare rooms rapidly, particularly during peak check-in times, which can occasionally result in oversights (Vallen and Vallen, 2012).
	Discuss the incident with the maintenance staff to ensure that they comprehend the consequences of such oversights (Mullins and Dossor, 2013).
	Before assigning rooms to visitors, a more effective quality control system should be implemented (Jones, 2010). 
	Implement performance-based incentives to motivate employees and acknowledge their efforts (Sharma, Chaudhary and Singh, 2019).

	
Increased operational costs.

	The employee responsible for cleaning the room may have missed a few locations (Jones, 2010).
	Provide some form of compensation or goodwill gesture to the client, such as a discount or complimentary service (Quick, 2020).
	Introduce more comprehensive room inspections and a cleaning checklist to ensure that all cleaning tasks are completed (Wood, 2013).
	Regular evaluation and revision of work procedures to maximise productivity and quality (Johnston, Clark and Shulver, 2012). 




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:

Good evening! My name is Petru  Cucu and I am your trainer for this session. As the floor housekeeping manager at Trinity Hotel, it is crucial to address recent guest complaints and uplift our service standards. To achieve this, a comprehensive training program will be implemented, focusing on maximizing our team's potential, adherence to brand standards, and ensuring Health and Safety procedures compliance.
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	Training Notes:

As your instructor, I would like to emphasise our fundamental values: service excellence, security and safety, and sustainability.
· Service excellence is essential because it has a direct impact on customer satisfaction, brand loyalty, and business growth.
·  Protection, safety, and sustainability are essential for ensuring the well-being of hotel visitors and employees, as well as demonstrating a hotel's commitment to responsible business practices, which can attract ethically minded consumers and enhance the hotel's reputation.
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	Training Notes:

· Frequently, guest complaints centre on room hygiene. Addressing these issues can significantly improve passenger satisfaction. 
· Ensure that lavatory deep cleaning routines are maintained consistently. 
· Utilise regular ventilation and neutralising mists to combat odours. 
· The bed linens should be pristine, clean, and promptly replaced. 
Dust and grime must never go unnoticed; frequent vacuuming and thorough cleansing are essential. Turning customer complaints into service enhancements will raise our quality standards.
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	Training Notes:

· The Staff Involvement Framework is a four-pillar strategy for involving and empowering our staff. 
· Psychological Conditions refers to the creation of an atmosphere that promotes emotional health and job satisfaction. 
· Our Work Environment must be secure, all-inclusive, and productive. 
· Leadership and Management encompass the manners in which our leaders guide and inspire the team, fostering open communication and respect. 
· Finally, Development Opportunities represent initiatives for continuous learning and development, which enhance skills and career advancement. Together, they create a productive and satisfying workplace.
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	Training Notes:

· Understanding guest preferences is essential for delivering outstanding service. This encourages customer loyalty and positive word-of-mouth. 
· Effective communication is the connection between us and our visitors. We will use predictive analysis to anticipate their requirements, resulting in individualised experiences that surpass their expectations. 
· Through our extensive training, you will develop these skills, ensuring that every interaction with a traveller is not only memorable but also delightfully positive.
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	Training Notes:

· The frequent dangers encountered in hotel maintenance, such as accidental accidents, improper management of cleaning agents, and injuries sustained from lifting large objects, emphasise the need for stringent safety measures. 
· Adopting the proper safety equipment, adhering to the instructions for cleaning product usage, and employing proper manual handling techniques are crucial for ensuring a safe and hazard-free work environment.
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	Training Notes:

· Time management is essential for efficiency and productivity, necessitating prioritisation, planning, and setting of distinct objectives. 
· By limiting distractions, averting multitasking, and maintaining a healthy work-life balance, individuals can not only increase their productivity but also prevent fatigue, resulting in continuous enhancement of their work.


	[image: ]


	Training Notes:

Effective communication is fundamental to team performance, necessitating the use of plain, precise language to facilitate comprehension. Combining this with attentive listening fosters an atmosphere of mutual respect and cooperation. This empowers the team to collaborate and share ideas. Accept constructive criticism as a tool for continuous development and learning. These combined practises guarantee a thriving, success-oriented, and service-oriented team at the Trinity Hotel.
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	Training Notes:

In conclusion, providing superior customer service, upholding the Trinity Hotel's core values, and adhering to Health and Safety procedures are essential to our operations. These pillars support and direct our efforts. They contribute not only to our personal development but also to the hotel's success and reputation. As a group, lets endeavour to embody these values in every endeavour we undertake.
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	Training Notes:

· Bridger, E. (2018) Employee engagement: a practical introduction. 2nd ed. HR Fundamentals. London: CIPD and Kogan Page.
· Casado, M. (2012) Housekeeping Management. London: Wiley
· Fallon, M. & Rutherford, D. (2010) Hotel Management and Operations. London: Pearson
· Johnston, R., Clark, G. & Shulver, M. (2012) Service Operations Management. London: Pearson.
· Leiter, M. P. and Bakker, A. B. (2010) Work Engagement : A Handbook of Essential Theory and Research. Hove [England]: Psychology Press.
· Sharma, N., Chaudhary, N. and Singh, V. (2019) Management Techniques For Employee Engagement In Contemporary Organizations. Hershey, Pennsylvania: IGI Global.
· Raghubalan, G. and Raghubalan, S. (2016) Hotel Housekeeping - Operations And Management. 3rd ed. India: Oxford University Press.
· Tesone, D. (2010) Principles Of Management For The Hospitality Industry. 1st ed. London: Routledge.
· Vallen, G. & Vallen, J. (2012) Managing Hotel Operations. London: Pearson. 
· Wood, R. (2013) Key Concepts in Hospitality Management. London: Sage
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