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· Concepts 
The Novotel Hotel has 9 Conferences rooms for businesses meetings and has 196 rooms, Restaurant, Bar and one Fitness room. The Hotel is intended for both business clients and guests and offers 4 stars quality service.                            Rooms can be standard type, superior type, executive type, and disabled type with a comfortable and modern equipped interior.
 All accommodation units are equipped with TV, internet services, minibar, Tea/Coffee machine, sound insulation but also facilities for people with reduced mobility.

The first floor of Novotel Hotel consists of seven conference rooms, gym and superior rooms with walk-in shower usually allocated for couples.
The second, third and fourth floors are with standard rooms with walk-in shower, while fifth floor contains superior rooms for couple and executive rooms that can be allocated for families.
The sixth floor is based only on superior rooms with bath and sofa for families.
Based on my experience, I believe one of the important departments in the hotel is Housekeeping. 
The 5-principal key in housekeeping are sort, set in order, clean, standardize and sustain.
· Activity sector

· Accommodation space
· Public area
· Conference rooms

· Activity
· Cleaning and sanitizing accommodation spaces and other hotel areas
· Maintenance and management of hotel linen
· Technical department
· Performing specific additional services

· Technique 
Regarding to my placement experience at Novotel Hotel I observed working with the cleaning team involves completing a set of daily tasks. The shift starts at 8 in the morning when the manager begins to prepare the task report for the staff. These are details that the manager checks in the operating system (Opera)before the start of each round and in this way every employee receives a task report with the numbers of rooms allocated. The status of the rooms will also be included in the task report such as departures or stays. Each member of the team will receive around 15 rooms daily and the time required to clean one room is a maximum of 26 minutes. For example, for the departure rooms, we cleaned and sanitised all the surfaces to the smallest details changing the linens and the towels, vacuuming the carpet, and mopping the bathroom’s floor. Water, coffee, tea, milk, sugar, and a set of towels will already be provided as we finish.
Controlling the task report and the room we intended to clean, we will know exactly if the guest is going to leave or stay overnight a depending on these details the cleaning of the room will proceed. In task report we find cleaning instructions that require attention every few days or even weekly, such as cleaning windows, doors, toilet walls, all tiles in bathroom, hoovers under beds and sofa and more. On the other side, working with the housekeeping manager, we inspected every room after being cleaned to make sure it fulfils all the standards. The room’s status will only be introduced in the system after inspection.

· Models
Compared to the superior and standard rooms the executive type rooms will receive slippers and bathrobe plus other personal hygiene eco products such as shower cap vanity kit, dental kit and more.
Disabled rooms are fully equipped to fulfil the needs but also preventive measures in case of fire, such as special equipment for the blind through Fire system vibrating Pillow, device that will be mounted and placed under the pillow, also there is an emergency ceiling pull switch based in the bathroom and one in the room next to the bed.
Each room is equipped with a fire alarm in the hall on each floor there are fire extinguisher, fire alarms and in the corridor of the stairs on each floor we will also find an evacuation chair as a safety measure.	
· Technical department
It is a component part considering the contribution to the functionality of the installations and furniture in the rooms, one of the quality parameters of the accommodation product, but also the equipment and furniture in the kitchen, bar, restaurant, as well as those in the other common spaces for customers and staff.
· Activities
· Maintenance of sanitary installation 
· Maintenance of electrical installation
· Maintenance of heating and air conditioning systems
· Repairing defects in the hotel and public areas 
· 
The daily tasks of the manager in this department 

· Checking rooms and add in the system.
The manager checks the rooms cleaned by the team to ensure that the tasks are completed to the fullest standards and so that the rooms are ready for the guests.
· Task report
· Stockings 
Weekly inventory is taken of linen, towels, and all cleaning products, as well as products such as coffee, sugar, milk, water, and biscuits.
· Orders
Weekly, after the inventory has been made, an order will be placed with all the products needed for cleaning and replacement. A separate order will be made for the laundry to send the weekly linen and the towels needed 
· E-mails
The manager sends emails to the laundry attendant and other providers with all the details to complete the orders.
· Rota
The rota is made for the employees by the manger so that the workers know what days they are working and starting times of everyone, also who is away on holiday or sick.




· Lost property
When lost property is found the cleaner follows the instruction of the hotel to bring the found property to the manager that writes the information of the guest that was last in the room. This way the guest can come collect their item from the reception or may arrange a delivery. 

· Communication skills

Working as a part of team in Novotel hotel, I developed my communication skills, customer service, multi-tasking, teamwork, and time management.
Taking part in this placement made me understand the importance of communication between the manager and the team, but also of the strong ability to communicate with the maintenance and reception.

· Customer service

Working in the hospitality we will focus the guest and the key to success will always be providing excellent services.

· Multi-tasking

As a housekeeper we need to prioritise our task before the guests arrives and ensure that the rooms meet the standards.

· Time management 

Time management in the housekeeping department is crucial and even if it’s stressful following a certain set of time to complete the task, also it will help keeping the team focused on their job.


· Theories
Hospitality experts have the opinion that the most important but also difficult area in a hotel in terms of cleanliness is the bathroom, and I totally agree that the bathrooms must be properly ventilated and disinfected in order not to develop all kinds of germs.
From the moment the guest opens the room’s door, he will judge the appearance of the room and feel welcome if it does not show signs of dirt, the linen and towels are clean and changed regularly and if there are no unpleasant smells.
Therefore, a hotel room not properly cleaned will have a negative impact on the customer and as well to the hotel because it will affect the image of the hotel.

The success of a hotel depends on the impression it leaves on its guest and therefore, no deviation from cleanliness standards should be allowed. However, the key to a satisfied guest will be the understanding of the relationship between expectations and experience and I believe the satisfied guest will spend more, come back, and recommend you too.
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