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During my studies in hospitality management, I have learned that housekeeping is one of the most critical departments in the hospitality industry. The housekeeping department is responsible for ensuring the cleanliness, comfort, and the overall experience of the guest in a hotel. In this learning journal, I will summarise my learning on the key skills required when working in the housekeeping team and how to apply theoretical knowledge while working in the industry.

The housekeeping team requires several skills to perform their duties effectively. Firstly, communication skills are essential in this department. Effective communication with guests, fellow team members, and other departments are critical to ensure the smooth running of operations. In addition, strong attention to detail and time-management skills are necessary to ensure that rooms are cleaned to the highest standard within a reasonable timeframe. 

Furthermore, a team is critical as housekeeping is often part of a larger team that includes other departments like the front office, maintenance, and management.
During my studies, I had the opportunity to work as an intern in a five-star hotel, where I gained valuable experience in the housekeeping department. My internship was a great opportunity for me to put into practice the theoretical knowledge I had learned in class. In the housekeeping department, I had to apply my communication skills to interact with guests, fellow team members, and management. I learned how to listen to guest requests, report maintenance issues, and communicate with my supervisor effectively.
In addition, I learned how to manage my time effectively and prioritise tasks to ensure that all rooms were cleaned to the required standard within the allotted time frame. Furthermore, I learned how to work in a team and understand the importance of team synergy. Working as a team allowed us to complete tasks more efficiently, and it was easier to achieve the desired outcome.
Theoretical knowledge is essential in any industry, and the hospitality industry is no exception. In the housekeeping department, a theoretical understanding of cleaning methods, cleaning chemicals and equipment are crucial. For example, understanding the appropriate cleaning chemicals for different surfaces like wood, glass, and carpets is critical to ensure that surfaces are not damaged. Additionally, understanding the different types of equipment, their functions and maintenance requirements are essential to ensure they are used effectively and safely.
I believe that theoretical knowledge can be applied effectively in the industry by continually updating oneself on new developments. Attending training sessions, conferences and keeping up-to-date with industry publications can help one stay abreast of industry trends and best practices. Furthermore, it is essential to apply theoretical knowledge in real-life situations to gain practical experience and build confidence in one's abilities.
In conclusion, the housekeeping department is an essential part of the hospitality industry. The critical skills required in the housekeeping team include communication, attention to detail, time management, and teamwork. During my internship, I had the opportunity to put into practice the theoretical knowledge I had gained in class. Theoretical knowledge is critical in the industry, and it is essential to continually update oneself to stay abreast of industry trends and best practices. As a hospitality management student, I believe developing these skills and applying theoretical knowledge is essential for success in the industry.
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – You have just been promoted to the 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?


	
A guest complains that on their arrival, their room had not been properly cleaned.













	It is possible that the housekeeping staff responsible for cleaning the room did not follow the correct cleaning procedures or overlooked certain areas during the cleaning process. It is also possible that there was a miscommunication between the front desk and the housekeeping team regarding the room status.
	As the team leader for the floor, I would take the following steps:
1. Apologies
 to the guest for the inconvenience caused and assure them that we will take immediate action to address the issue.
2. Conduct a thorough investigation to identify the root cause of the problem. 

This would involve 
talking to the housekeeping staff responsible for cleaning the room, checking their cleaning logs and inspecting the room to see what areas were missed.
3. Take corrective action to ensure that the guest's room is cleaned to their satisfaction. This could involve assigning a different housekeeper to clean the room, providing additional cleaning supplies or equipment if needed, and conducting a final inspection to ensure that the room is up to our brand standards.

4. Follow up with the guest to ensure that they are satisfied with the outcome and address any further concerns or feedback they may have.

	To prevent similar incidents from happening in the future, I would take the following steps:
1. Reiterate the importance of following our cleaning procedures and guidelines to all housekeeping staff.






2. Conduct additional training sessions and refresher courses on cleaning 
            procedures and technique to                                                                                                 ensure that all staff                members are properly    trained.
3. Implement a system of double-checking rooms to ensure that all areas have been cleaned to the required standard.
4. Improve communication between the front desk and housekeeping staff to ensure that room status is clearly communicated and understood.

	1. Establish clear performance standards and expectations for each team member.
2. Provide regular feedback and coaching to staff members to help them improve their performance.
3. Implement a system of rewards and recognition for staff members 

who perform well.
4. Encourage team members to provide suggestions and feedback to improve team performance and operations.
5. Conduct regular team meetings to review performance, discuss any issues, and provide updates on any changes or new procedures.
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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.


Title: Maintaining High Standards in Housekeeping

Introduction:
Hello everyone, I am the floor housekeeping manager, and I am here to provide some essential training to our housekeeping team. We have received some recent complaints from guests about the cleanliness of their rooms, and we need to take immediate action to ensure that our brand standards are being achieved, and health and safety procedures are being followed. In this presentation, we will cover some basic guidelines and procedures to get the best out of our team and maintain a high level of cleanliness in our hotel.
Section 1: Understanding Brand Standards
Our hotel has specific brand standards that we must adhere to. These standards include maintaining a high level of cleanliness throughout the hotel, ensuring that guest rooms are cleaned to a particular standard, and providing excellent customer service. To meet these standards, we need to ensure that our team understands the expectations and requirements for each task they undertake. It is essential to be familiar with the brand standards, follow the procedures and guidelines provided and ensure that the guests have a positive experience during their stay.
Section 2: Cleaning Procedures
We must understand the correct cleaning procedures to achieve the desired level of cleanliness in our hotel. These procedures include:
1. Preparing the cleaning cart: The cleaning cart must be stocked with all the necessary equipment and cleaning supplies before entering the guest's room.
2. Dusting and wiping surfaces: Ensure that all surfaces, including countertops, tables, and shelves, are dusted and wiped thoroughly.
3. Vacuuming: Ensure that all carpets, including the edges and corners, are vacuumed.
4. Changing bed linen: Bed linen should be changed every three days or upon guest request.
5. Bathroom cleaning: The bathroom should be thoroughly cleaned, including the toilet, shower, sink, and bathtub.
Section 3: Health and Safety Procedures
Maintaining health and safety procedures is critical to our hotel's success. It ensures the safety of our guests, staff, and the property. It is essential to follow the guidelines and procedures provided to prevent accidents, injuries, and the spread of disease.
1. Chemical handling: All cleaning products should be used with caution and kept out of reach of children. It is essential to follow the instructions provided by the manufacturer and wear protective gear when necessary.
2. Personal hygiene: Staff should maintain personal hygiene by washing hands frequently, wearing clean uniforms, and using gloves when handling chemicals.
3. Emergency procedures: Staff should be aware of emergency procedures, including fire exits, evacuation procedures, and first aid.
Section 4: Customer Service
Providing excellent customer service is crucial to our hotel's success. It ensures that guests feel welcome, comfortable, and satisfied with their stay. Staff should be courteous, friendly, and helpful to guests. They should also be knowledgeable about the hotel's amenities, services, and nearby attractions. It is essential to listen to the guests' needs and address any concerns promptly.
Section 5: Room Inspections
Room inspections are essential to ensure that the cleaning procedures and brand standards are being met. Inspectors should check for dust, stains, hair, and debris in guest rooms. It is also essential to check for safety hazards, such as loose electrical wiring, tripping hazards, and faulty equipment. Inspectors should provide constructive feedback to the housekeeping team to improve their performance.
Section 6: Time Management
Time management is crucial to ensure that all tasks are completed within a reasonable time frame. Staff should be aware of the number of rooms they need to clean, the time they have available, and the cleaning procedures required. They should prioritize tasks based on the level of importance and ensure that they complete each task efficiently.
Section 7: Proper Use of Equipment
Using equipment correctly is crucial to ensure that it functions correctly and safely. Staff should be trained on the proper use of equipment, including vacuum cleaners, cleaning carts, and chemical dispensers. It is essential to follow the manufacturer's instructions and guidelines and to maintain the equipment regularly.
Section 8: Communication
Effective communication is essential to ensure that everyone is working towards the same goals. Staff should communicate any issues, concerns, or suggestions to their supervisors promptly. They should also communicate with guests, ask for feedback, and address any concerns promptly.

Section 9: Continuous Improvement
Continuous improvement is crucial to maintaining high standards in our hotel. Staff should continuously seek ways to improve their performance, learn new skills, and provide better customer service. Supervisors should provide training opportunities, mentorship, and constructive feedback to help staff improve their performance.

Conclusion:
In conclusion, our housekeeping team plays a critical role in maintaining the cleanliness, health, and safety of our hotel. By following the guidelines and procedures provided, we can ensure that our brand standards are achieved, and guests have a positive experience during their stay. It is essential to understand the cleaning procedures, health, and safety procedures, and provide excellent customer service. We must also conduct regular room inspections, manage time effectively, use the equipment correctly, communicate effectively, and seek continuous improvement to maintain high standards in our hotel. Thank you for your attention, and let us work together to achieve our goals.
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