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Skills Identification for Housekeeping Team
The term "Housekeeping" has been very crucial in the hospitality industry to provide exceptional guest experience (Wood, 2013). It refers to the management and maintenance of a clean environment within the hotels. In a housekeeping department, organisations recruit employees to perform certain tasks such as cleaning, tidying, organising, and maintaining the hotel rooms so that the quality of guest's experience gets improved and they get a healthy and safe environment (George and Hancer, 2008). To perform the housekeeping activities properly, the employees must have certain skills that are time management skills, attention to detail, communication skills, interpersonal skills, customer service skills, and safety skills (Raghubalan and Raghubalan, 2016). According to Lolli (2013), interpersonal skills are the set of abilities that help a person to interact effectively between two or more people which can be in written format, oral format, or face-to-face interaction. To work in a housekeeping team, graduates must have the skill although most of the college students lack in interpersonal skills. As per Wood (2013), time management skills have an immense influence on the employee’s performance. Time management skills are the ability to accomplish the task within the scheduled time or deadline. Employees in the housekeeping team are to perform their cleaning and maintenance activities within a specific time to ensuing a better guest experience (Vallen and Vallen, 2012). The housekeeping employees need to continuously develop and update their attention to detail skills, safety skills, and customer service skills for different hotel settings. Attention to detail skills help them to complete all the checklists properly so that there is no room for guest complaints. The safety skills indicate that employees should know in detail about all the room safety measures and they should be able to identify the hazards. Customer service skills are needed to meet all the expectations and needs of the guests. Marriott Hotels recruits housekeeping staff who have attention to detail, time management, and safety skills while Intercontinental Hotels recruits housekeeping employees having interpersonal skills, customer service skills, and leadership skills for executive positions (IHG, 2024; Marriott Hotels, 2024). 
Reflection
Reflective learning is a continuous process that enables students to make progress in future careers. Gibbs' reflective cycle has six stages of reflection (The University of Edinburgh, 2020). The model has been used for reflecting on housekeeping skill development. 
Description: As a part of my module requirement, I took placement at Holiday Inn, Sunderland. I had to join the hotel's housekeeping team. In my team, there were 4 other staff who were performing the same task. My primary task in the housekeeping team was to manage 10 rooms within 4 hours. 
Feeling: It was a mix of feelings for me to work in the housekeeping team. I was overwhelmed with the workload and frustrated interacting with various people. However, it was a great experience for me to learn something new. 
Evaluation: The good thing about my experience was that I learned the standards of housekeeping at Holiday Inn, Sunderland. The interaction with the guests and other staff of the housekeeping team helped me to develop the competency to work within the challenging workplace environment of the hospitality industry. However, my experience could have been better if I could managed my tasks timely. My interaction with the guests was not effective because I could not understand their requirements. I also made poor communication with my housekeeping team. 
Analysis: I have time management skills. These skills are critical in the hotel's housekeeping as it indicates the service quality of that particular hotel. Guests like to have their rooms prepared and organised as soon as they check-in. Housekeeping staff needs to master time management skills to accomplish the tasks properly ensuring better guest experience (Vallen and Vallen, 2012). I have attention to detail skills. These skills are also necessary for me to ensure that guests get room ready and safe from all aspects. Interpersonal skills are also crucial to improving my employability in the organisation. It can enhance my performance as well as my teamwork contribution. To make effective communication, the Osgood-Schramm model of communication can be applied. This model shows an interactive process of communication in which both parties are sender and receiver (Yadav and Mishra, 2020). I have good communication skills by which I can effectively interact with the guests, resolve the conflicts within the workplace, and lead the housekeeping team. I have organisational skills that help me to manage all the tasks properly, specifically the room maintenance tasks. 
Conclusion: My overall experience at the hotel placement was significant for my skill development and future guidance in my housekeeping career. I could be more attentive to my role to make my job more efficient and memorable. 
Action Plan: In my future career, I will make a specified schedule for the task to ensure that I am meeting my deadline. I will focus on each and every aspect of communication and make effective interactions with the guests and the teammates. 
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Component Two: Assessment of Practical Tasks 
Contribution to Overall Module Assessment: 25%

Room Cleaning Checklist 
	Room Cleaning Checklist 
	Yes 
	No

	1. Are there any cobwebs or dust on the walls or ceiling?
	
	

	2. Are lighting, sprinklers, vents, curtain rails, switches, sockets, lampshades, and bulbs clean and are cobwebs clear of dust?
	
	

	3. Are all artwork and mirrors streak-free, immaculately clean, and free of dust?
	
	

	4. Are the trouser press and luggage rack pristine?
	
	

	5. Is every piece of furniture immaculate? Have you examined under and behind furniture, as well as inside drawers?
	
	

	6. Is every piece of soft furniture free of tears, stains, hair, and has a fresh scent?
	
	

	7. Examine the mattress or divan: is it free of rips and stains, smells well, and has the right quarter visible at the foot end? Are there any indications of bed bugs?
	
	

	8. Are there any rips, stains, or hairs on any linen? 
	
	

	9. Is the area beneath and behind the bed completely clean and free of dust and debris?
	
	

	10. Do the curtains smell good and are free of rips, stains, and hairs?
	
	






	An Essay on “Consistency Matters: How to Improve Housekeeping Standards at Holiday Inn”
Housekeeping is a challenging task in the hotel business. The various tasks in housekeeping can influence guest satisfaction. A lack of consistency in the room cleaning can contribute to guest complaints to the hotel management. This essay will cover various room cleaning aspects and the team effectiveness of the housekeeping department of Holiday Inn, Sunderland. 
To ensure that the hotel rooms are cleaned and brand standards are maintained, the housekeeping department can perform various activities. The housekeeping team should instruct the staff that they must strictly follow the room cleaning checklists. The checklist has covered all the possible cleaning aspects of the room that may lead to guest complaints (hospitalitycourses.co.za, 2024). The checklists are prepared based on the guest complaints focusing on the areas of complaints.  Hence, the staff can address the issues by regularly checking these areas of room cleaning. A regular training session must be organised by the housekeeping department in which the industry's best practices and brand standards should be communicated to the housekeeping staff (Raghubalan and Raghubalan, 2015). This will help the staff to guide them in the right direction. The quality of the housekeeping tasks needs to be evaluated regularly by providing feedback to the staff. The feedback can also be taken from the guests to understand the possible areas of improvement.
Providing a consistent and effective housekeeping service, the organisation needs team performance. Individual efforts are not enough to meet all the requirements of the housekeeping. The effectiveness of the housekeeping team and its performance can be enhanced by adopting various approaches (Hossain et al., 2022). At first, the manager has to set clear and consistent goals for each housekeeping staff. Goal goal-setting approach is an effective way to drive the performance of the employees in the workplace. By getting clear guidance about the tasks, they can perform with consistency (Bridger, 2018). Another approach is communication. The manager needs to make clear and effective communication with the housekeeping employees. The staff must get the necessary information such as guest requirements to ensure a better guest experience and avoid guest complaints. The next approach will be recognition and motivation. The manager has to recognise the housekeeping staff for their performance and reward them for exceptional contributions (Mullins and Dossor, 2013). Such recognition and motivation activities can drive employee performance leading to greater organisational output. Finally, the housekeeping manager should promote and encourage teamwork and collaboration (Fu et al., 2020). It is essential to avoid making repetition of tasks or leaving any gaps in the service delivery.
The attached room cleaning checklist on above is effective in addressing the growing issue in the hotel. Because the checklist covers all the areas of room cleaning. The checklists are made comprehensive, clear, and organised so that the housekeeping staff can follow them conveniently (Xenia Team, 2024). The checklists have focused on quality and consistency in the housekeeping activities. Most importantly, the brand standards are reflected in the checklists.
The checklists provided for Holiday Inn, Sunderland are effective in that they can address the growing concerns in the housekeeping department. The quality and consistency in the room service can be enhanced by improving the staff performance. 
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Introduction

Housekeeping is an important activity of the hotel
business. It involves managing the hotel room,
cleaning and maintaining them consistently
(Raghubalan and Raghubalan, 2015). The
housekeeping staff needs to ensure that the rooms
are cleaned so that guests can have better
experience (Akash, 2023). This training session will
provide room cleaning checklists for the
housekeeping staff and apply Gallup’s employee
engagement model for bringing enhanced team
performance .

Holiday Inn





image7.svg
                                                    Introduction   Housekeeping is an important activity of the hotel business . It involves managing the hotel room, cleaning and maintaining them consistently (Raghubalan and Raghubalan, 2015 ) . The housekeeping staff needs to ensure that the rooms are cleaned so that guests can have better experience (Akash, 2023 ) . This training session will provide room cleaning checklists for the housekeeping staff and apply Gallup’s employee engagement model for bringing enhanced team performance .   
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Room Cleaning
Checklist

Holiday Inn

Room Cleaning Checklist

1. Are there any cobwebs or dust on the walls or ceiling?

2. Are lighting, sprinklers, vents, curtain rails, switches, sockets, lampshades,

and bulbs clean and are cobwebs clear of dust?

3. Are all artwork and mirrors streak-free, immaculately clean, and free of

dust?

4. Are the trouser press and luggage rack pristine?

5. Is every piece of furniture immaculate? Have you examined under and

behind furniture, as well as inside drawers?

6. Is every piece of soft furniture free of tears, stains, hair, and has a fresh

scent?

7. Examine the mattress or divan: is it free of rips and stains, smells well, and
has the right quarter visible at the foot end? Are there any indications of bed

bugs?

8. Are there any rips, stains, or hairs on any linen?

9. Is the area beneath and behind the bed completely clean and free of dust

and debris?

10. Do the curtains smell good and are free of rips, stains, and hairs?





image9.svg
                                                                                                                                                                                                               Room Cleaning Checklist                                                     No Yes Room Cleaning Checklist  1 . Are there any cobwebs or dust on the walls or ceiling?  2 . Are lighting, sprinklers, vents, curtain rails, switches, sockets,  lampshades,  and bulbs clean and are cobwebs clear of dust?  3 . Are all artwork and mirrors streak - free, immaculately clean, and free  of  dust?  4 . Are the trouser press and luggage rack pristine?  5 . Is every piece of furniture immaculate? Have you examined under  and  behind furniture, as well as inside drawers?  6 . Is every piece of soft furniture free of tears, stains, hair, and has a  fresh  scent?  7 . Examine the mattress or divan : is it free of rips and stains, smells well,  and  has the right quarter visible at the foot end? Are there any indications of  bed  bugs?  8 . Are there any rips, stains, or hairs on any linen?  9 . Is the area beneath and behind the bed completely clean and free of  dust  and debris?  10 . Do the curtains smell good and are free of rips, stains, and hairs?
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Marriott Hotels uses Gallup Model for assessing its employee engagement level
(Moody, 2019). The checklists should be completed properly and the engagement
of the employees will enhance the effectiveness of the checklists.
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                                                    Gallup Model of Employee Engagement    1.Expectations of the work   2. Availability of the materials and equipment   3. Opportunities to perform best   4. Recognition in the last 7 days   5. Supervisor’s care   6. Encouragement for development   7. Scope for opinions   8. Job relevance to the company’s mission   9. Quality work from other employees   10. Having the best friend   11. Recognition in the last six months of work progress  12. Opportunities to grow in the year ( Anitha , 2014)    ( DRIVEengagement , 2024) Marriott Hotels uses Gallup Model for assessing its employee engagement level (Moody, 2019). The checklists should be completed properly and the engagement of the employees will enhance the effectiveness of the checklists.
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Effective communication among the housekeeping employees is
needed to increase the team's performance (George and
Hancer, 2008). The staff has to excel this skill to ensure that the
checklists are completed and the issues of the room are
communicated to the management. The Shannon-weaver model
of communication can be applied to ensure effective
communication (McKay, Marshall and Grainger, 2014). The five
elements of the model are as follows:
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                                                                                                                                                                                                                                     Communication                                    1. Source                         2. Transmitter                   3. Channel                               4. Receiver                     5. Destination Effective communication among the housekeeping employees is needed to increase the team's performance (George and Hancer , 2008 ) . The staff has to excel this skill to ensure that the checklists are completed and the issues of the room are communicated to the management . The Shannon - weaver model of communication can be applied to ensure effective communication (McKay, Marshall and Grainger, 2014 ) . The five elements of the model are as follows :
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                                      Technology   Property Management System (PMS) ( Altexsoft , 2022)   Housekeeping Management System (HMS) (MEWS, 2024)   Mobile App   Cleaning Equipment and Tools  Energy Management System (EMS) The housekeeping staff should know about the following technology to perform the task listed in the checklists effectively :   
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Team Building and Work-life Balance

Team bundling and collaboration are crucial for achieving the
collective goal and effectively completing the checklists. The
activities that are needed for team building are as follows: Regular
team meetings and social events, celebrating staff achievements,
creating a supportive work environment, encouraging participation
and feedback (Bridger, 2018).

Work-life balance will be ensured by flexible working
hours, adequate breaks and rest periods, promoting
wellness and safety (Casado, 2012). IHG Hotels
promotes work-life balance in their workplace practices
(Glassdoor , 2024).
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                                                        Team Building and Work - life Balance  Team bundling and collaboration are crucial for achieving the collective goal and effectively completing the checklists . The activities that are needed for team building are as follows : Regular team meetings and social events, celebrating staff achievements, creating a supportive work environment, encouraging participation and feedback (Bridger, 2018 ) .  Work - life balance will be ensured by flexible working hours, adequate breaks and rest periods, promoting wellness and safety ( Casado, 2012 ) . IHG Hotels promotes work - life balance in their workplace practices (Glassdoor , 2024 ) . 
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Conclusion

The housekeeping staff should maintain the checklist provided to them
to ensure that the hotel room are effectively managed. They should
seek support from the management while facing any issues. However,
teamwork and collaboration can help them to address the growing
issues and enhance the performance of the housekeeping team.
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                                              Conclusion The housekeeping staff should maintain the checklist provided to them to ensure that the hotel room are effectively managed . They should seek support from the management while facing any issues . However, teamwork and collaboration can help them to address the growing issues and enhance the performance of the housekeeping team .
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