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In this learning log, I'm breaking down the important skills needed for working in a housekeeping team. I'll share personal thoughts, connect it to real-life examples, and explain how I plan to use what I've learned in the working world. During my work experience, I had an opportunity to work with the house keeping team, however the most of the time I was in the bar area, but I still had a chance to look into housekeeping responsibilities. 

 Let's start why these skills matter in the hospitality industry:
Effective communication comes first. Effective communication is crucial within a housekeeping staff. This promotes effective teamwork among all parties Smith (2019) My experiences working with my supervisor in the hotel have shown me how important it is to convey your point clearly. Being a competent communicator is important in the hospitality industry since timely delivery of information is essential. During my experience I have realised the I need to improve my communication skills to be a better team player. Coursera (2023)
Being really careful about details is another must-have skill. Looking back at times when paying attention to small things made a big difference, I see how it's tied to making guests happy. Big hotels known for being super clean are proof that this attention to detail matters a lot. Johnson (2018) During my experience I used this skill a lot and it really help me to do a good job.
Additionally, time management is crucial. The hospitality industry moves quickly, therefore time management is essential Jones (2020). My education in organizational management has provided me with valuable insights on this topic. I believe I am good in time management and during my work experience I was always punctual. However I started to have a little notebook in my packet, where I made a notes of the schedule of the day. That really helped me to stay on truck. 
Flexibility is something I've learned about too. Things change a lot in hospitality, and you have to be okay with that. Being able to handle surprises and changes helps the whole team stay strong.  I know it's a skill that makes a difference. In the Hotel where I worked there was a time when I had to be flexible, as I said earlier mainly I worked in the bar however there were some situations when I had to go for different areas to help out. I really enjoyed that as it gave me some experience in different areas in the hotel as well. 
In class we have learned the theories but in the hotel I got to try all that what I have learn in practice. My plan is to turn these theories into actions every day. I want to show how good communication, attention to detail, time management, and flexibility can make a real impact in a the housekeeping.
 Housekeeping personnel must possess flexibility, understanding of cleaning methods and supplies, teamwork and collaboration ability, customer service orientation, attention to detail, time management, communication skills, physical stamina, and problem-solving abilities. Developing and perfecting these essential abilities promotes customer happiness and the establishment's overall performance in addition to guaranteeing a high level of efficiency and cleanliness Lebouf (2016). In the luxury hotel where I had my work experience the staff were amazing and they all had these skills and I experienced a lots of satisfied guests, that made me feel to |Improve my skills and work on myself be a better professional in the Hotel industry.  My long term goal to be a hotel manager and I believe a good hotel manager needs to have a the basic skills of the housekeeping just as all the area in the hotel,
To sum up, my investigation into the essential abilities needed in a housekeeping team has been a voyage of self-awareness. A competent housekeeping professional's core competencies are excellent communication, attention to detail, time management, flexibility, and adaptability. I'm ready to put these talents to use when I start my next project in the hotel sector, not just as academic knowledge but also as instruments that will help me succeed and make the housekeeping staff in any business run more smoothly.
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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 Properly Cleaned on Arrival

	Lack of communication: There might have been a breakdown in communication between the cleaning staff and the front desk regarding the status of the room.

	Apologize to the guest: I would personally apologize to the guest for the inconvenience and assure them that their concerns will be addressed promptly.
	Implement a communication protocol: Establish a clear and efficient communication system between the cleaning staff and the front desk to ensure accurate room status updates.
	Regular team meetings: Conduct regular team meetings to discuss challenges, share feedback, and address any concerns or suggestions from team members.

	
Room Not Properly Cleaned on Arrival

	Time constraints: The cleaning staff may have been under time pressure, leading to a rushed and inadequate cleaning job.
	Rectify the situation: I would immediately assign housekeeping staff to clean and sanitize the room to the guest's satisfaction.
	Time management: Implement better scheduling practices to allow adequate time for thorough room cleaning.
	Performance incentives: Introduce performance-based incentives to motivate the team and reward exceptional performance.

	
Room Not Properly Cleaned on Arrival

	Training gaps: Staff might not have received sufficient training on cleaning standards and procedures.
	Offer compensation: I would  provide a complimentary service, such as a meal or spa voucher, as a gesture of goodwill for the inconvenience caused.
	Review and enhance training programs: Regularly review and enhance the training programs for cleaning staff to ensure they are well-versed in cleaning standards and procedures.
	Cross-training: Implement a cross-training program to ensure that team members are versatile in various tasks, reducing dependency on individual roles.

	
Room Not Properly Cleaned on Arrival

	New Staff or Training Issues: If there are new staff members or employees who haven't undergone comprehensive training, they may not be familiar with the hotel's cleaning standards and protocols.
	I would Establish an emergency response team with trained staff ready to handle immediate this issue.
	Quality assurance checks: Establish a system for periodic quality checks to ensure that cleaning standards are consistently met.
	Invest in ongoing training: Allocate resources for continuous training and development programs to keep the team updated on industry best practices and new cleaning technologies.

	
Room Not Properly Cleaned on Arrival

	Inadequate Supplies: The cleaning staff may not have had access to the necessary cleaning supplies or equipment, hindering their ability to perform a thorough cleaning job.
	I would Keep a detailed record of the incident, including the cause, actions taken, and guest feedback. This documentation can be valuable for training purposes and continuous improvement.
	Implement a communication protocol: Establish a clear and efficient communication system between staffs and would be protocol to report any cleaning supplies or equipment issues immediately to the supervisor. 
	Establish a continuous improvement culture within the team, encouraging members to actively contribute ideas for enhancing efficiency and guest satisfaction.




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.

	Slide 1:

Title: Housekeeping Excellence Training
Subtitle: Elevating Standards at Hotel Trinity

Image: Hotel Trinity Logo



	Training Notes: Introduce myself, introducing the purpose of the training

	

Slide 2: Importance of Housekeeping Standards

· Ensuring guest satisfaction,  Hotel cleaning service (2023)
· Upholding brand reputation
· Mitigating health and safety risks, HSA(2018)





	Training Notes: I Emphasize the significance of maintaining high housekeeping standards.
Learning outcome: understand the importance of housekeeping standards and the impact on guest satisfaction.
Will be assessed: Team discussion

	
Slide 3: Guest Complaints Analysis

· Review recent guest complaints
· Identify issues
· Discuss the impact on guest experience, Hotelminder (2023)





	Training Notes: I analyse areas of improvement from recent complaints.
Learning outcome: Identify issues and potential solutions
Will be assessed: Group activity: simulated guest complaint

	
Slide 4 :Practice Example - Ritz-Carlton's Employee Engagement Model

· Linking employee engagement to service excellence
· Ritz-Carlton's success story, Forbes (2018)
· Adapting principles to Hotel Trinity





	Training Notes: I introduce the engagement model
Learning outcome: Understand the correlation between employee engagement and service quality.
Will be assessed: Team discussion on how Ritz-Carlton's model can be applied at Hotel Trinity.

	
	Slide 5: Ritz-Carlton's "Three Steps of Service" The Ritz- Carlton (2023)

· Warm welcome
· Anticipation and fulfilment of needs
· Fond farewell






	Training Notes: I Break down the Three Steps of Service.
Learning outcome: Make key principles for a good guests experience
Will be assessed: Role play
	



	
Slide 6: Health and Safety Procedure

· Proper chemical usage
· Correct handling of equipment, Assestsure (2022)
· Reporting and managing hazards






	Training Notes: Review health and safety protocols
Learning outcome: Demonstrate knowledge of safe practices.
Will be assessed: Written test on health and safety procedures.

	
Slide 7: Standards Checklist

· Room cleanliness
· Amenities placement
· Uniform and grooming standards, Alliance online (2023)






	Training Notes: I introduce the standard checklist
Learning outcome: Familiarize with specific standards and expectations.
Will be assessed: Team activity

	
Slide 8: Quality Control Measures

· Regular inspections,  RTS labs (2023)
· Immediate issue resolution
· Continuous improvement mindset







	Training Notes: Emphasize the importance of quality control.
Learning outcome: Understand the role of inspections in maintaining standards.
Will be assessed: Case study

	

Slide 9 : Communication and Team Collaboration

· Clear communication channels, Wooden (2022)
· Team huddles
·  Support and collaboration, Jhonston (2012)






	Training Notes: I highlight the role of communication in housekeeping.
 Learning outcome: Improve team communication and collaboration
Will be assessed: role play

	
Slide 10 Q&A and Closing

· Open  for questions
· Express confidence in the team's ability to excel
· Thank the team for their dedication






	Training Notes:  I Allow for team clarification and questions.
Learning outcome: address any concern
Will be assessed: Feedback and discussion
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