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Identification of Key Skills
Employees as they get to work with a housekeeping team in the hospitality industry need to have certain skills (Jones, 2010). These key skills are used in their job responsibilities to ensure customer satisfaction. Some key skills are identified and explained below:
· Time Management Skills: Employees within the housekeeping team are assigned tasks which they must complete within a given timeframe because tasks such as room cleaning and dusting are required to be completed before the guests’ arrival or every day at a specific time. Time management skills help to prioritise the tasks and complete them accordingly so that all tasks are accompanied (O'Fallon and Rutherford, 2010). 
· Attention to Detail: Housekeepers should maintain the cleaning standards and guidelines of the brand. For that, they have to keep an eye on every aspect such as dirt, dust, strains and clean them (Jayanti, 2023). 
· Communication Skills: Housekeepers have to interact with the guests, other team members and employees. Communication skills will ensure that they can effectively communicate every issue and incident with the management and also give a better experience to the guests (Jones, 2010).
· Interpersonal Skills: Housekeepers need to have a good relationship with the maintenance team and interact with the clients with courtesy and professionalism (Weber et al., 2013). Interpersonal skills are needed to help them work within the team effectively and develop strong relationships with others. 
· Flexibility: The housekeeping team has to work in different settings and environments. Sometimes they have to work in hotels, hospitals, homes, or offices. Hence, they must be flexible in these various working arrangements. Flexibility will make sure that they are capable of handling or cleaning different equipment in those places. 
· Customer Service: The housekeepers have to ensure customer satisfaction. Customer service skills are used to understand what the customers expect from them. Understanding their needs, the housekeepers should provide the best services so that they get the best experience (Weber et al., 2013). They also may need to address customer issues and feedback regarding the services. 
· Housekeeping Hard Skills: The hard skills are a set of skills to operate the cleaning equipment, and look after the technical issues in the housekeeping (Mullins and Dossor, 2013). The hygiene rules and regulations should be well placed in their practices. 
Reflection 
For reflection on my learning opportunities, I will use Gibbs's Reflection model. The components of the model are explained below:
Description: Currently, I am working in a housekeeping team in Hotel Inn, Sunderland. I have been assigned to work in many areas. From my placement date, my tasks were sanitising guest rooms, bathrooms, and common areas, replenishing essential amenities, and reporting on any issues or maintenance to the management.
Feeling: It has been a great experience for me to work with the great housekeeping team. My teammates are very supportive, and I feel proud of the team. However, I get overwhelmed and stressed during the busy moments and also when I have to deal with complaints and issues.
Evaluation: I think I have performed well as a house leper. I have demonstrated my key skills as a housekeeper of the hotel. Particularly, my time management skills, attention to detail, interpersonal skills, and customer service have been demonstrated by me. Yet, I have felt that I need to work on some certain areas such as handling tough customers, stress management and working under pressure.
Analysis: Leaders need technical, human, and conceptual skills. Technical skills are the ability to perform a specific task of the profession. Human skills are the ability to interact with people effectively and work with them (Jayanti, 2023). Conceptual skills are planning and organising strategically to achieve goals. As a housekeeper, I have technical and human skills. Because I know how to perform tasks such as cleaning, dusting, and sanitising. Even I can create good communication with everyone. But I lack conceptual skills as I do not have the ability to plan or organise a thing properly. As an industry example, I can say that Hotel Marriott has introduced a training program for its housekeeping team, and they call it "Marriott Way". This training covers all these three skills developments (Fmlm, 2016). If Hotel Inn offers such training opportunities, I will be able to overcome my skill gap.
Conclusion: The placement opportunity as a housekeeper has equipped me with the required housekeeping skills. But I have some skill gaps. This skill gap needs to be addressed to achieve success in the industry. 
Action Plan: To improve my performance as a housekeeper and develop conceptual skills, I will perform the following:
· I will take feedback from everyone to identify and address my issues. 
· I will enrol in online courses. 
· I will seek opportunities for training.
· I need to practice stress management techniques.
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Component Two:
Essay on "Addressing the Housekeeping Issues with Effective Checklists”
The author has taken placement at Holiday Inn, Sunderland. This hotel has been experiencing negative feedback and complaints from the guests because the housekeeping department is not ensuring comfort and satisfaction to the hotel guests and meeting their expectations. To address the issues regarding housekeeping, the author has prepared some checklists that will ensure the cleanliness, hygiene, and satisfaction of the customer. The first part of the essay will discuss how rooms of the hotel should be cleaned to maintain the brand standards. The second part will discuss how the housekeeping team will improve its performance. And finally, the third part will discuss how effective the checklist is.
The hotel brand has some standards that must be maintained by the housekeeping department. The standards explain how the rooms are to be cleaned, beds are to be prepared and other aspects should be managed (Bhatnagar and Dheeraj, 2019). The checklists cover almost all the essential cleanliness aspects of the hotel room that are as follows: making the bed, dusting, cleaning windows and mirrors, vacuuming, cleaning the bathroom, changing towels and toiletries, and spraying the air freshener. If the housekeeping team follows the checklists, they will be able to maintain the hotel's standards and ensure satisfaction to the customers (Alsco, 2023). When guests visit the hotel brand, they expect that they will get a good experience from the visit. Hence, sticking to the hotel's standards is important to address the growing issues of the company.
The issues faced by the hotel brand cannot be solved without the engagement of the housekeeping team. To increase the team's effectiveness, the management should take the necessary actions. First, Tuckman's model states that a team goes through various stages: forming, storming, norming, performing, and adjoining (Jones, 2019). The housekeeping team is at the storming stage so it is not able to perform properly. To improve the team performance, the management should communicate with each team member, understand their needs, and address all the issues. Proper communication can increase the morale of the employees. The management can also improve the team's performance by providing them with motivation. Recognition for their contributions or rewards for accomplishment can boost the employee's motivation (Wang, Yang and Yang, 2019). These actions are necessary to improve the team's performance. 
The checklist can be made more effective if it is adaptable, flexible, and utilised properly. Sometimes guests demand extra items that are not included in the checklists. To meet the expectations of the valuable guests and their satisfaction, those extra items can be added to the checklists. The staff may consider that certain aspects can improve their work experience such as new procedures and techniques for room cleaning (Rohaeni et al., 2021). It can also be adjusted with the checklists. However, the present checklist is effective because it has been prepared in an easy and simple structure so that anyone can understand it. The checklist covers nearly all crucial cleaning aspects of the room. 
The checklists for room cleaning can address the housekeeping Issues of the hotel brand. A great guest experience highly depends on the housekeeping team's performance. If the team performs better, the room and other aspects of the hotel remain neat and clean ensuring hygiene and safety.

Component Three:
Presentation
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	Training Notes: 
This presentation is focused on providing the necessary information and knowledge about housekeeping. I will present to you the way you can improve your housekeeping performance and be a great employee of the hotel brand. Housekeeping is a set of activities that we perform for the preparation of the guest's bed, cleaning the room, and keeping an eye on their security and hygiene. As housekeeping staff, we must be very careful about those things that can affect the guest’s experience. The objectives of the training are listed here.
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	Training Notes: 
We can provide a great housekeeping service to our guests which will be better than other brands if we know how the industry is doing on this topic. The best industry practices I have identified are given in the list. To make the housekeeping operation effective and easier, the management needs to streamline housekeeping activities with other business operations. Other departments such as the HR department, customer service, front desk staff, and logistics should collaborate and have understanding so that they all can ensure a better experience for the guests. Standardisation of cleaning and hygiene is important. Because well-known hotel brands maintain the same cleaning and hygiene standards throughout the entire facility. As a result, guests cannot make any complaints about the hygiene and cleansing issues. Inventory such as tissue paper, soap foam, shampoo, and other essentials are to be in place. It is a good practice that the supply of these essentials is in adequate quantities because of proper inventory management. Housekeeping has been easier and more efficient with the use of technology. The management can easily track the performance and activities. Most importantly, organisations are very concerned about recruiting the best talents who have proper knowledge about housekeeping.
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	Training Notes: 
For my placement, I have been employed at Hotel Inn, Sunderland. This hotel is a well-known 4-star hotel in the region because of its service quality and facilities. Currently, the hotel has 120 stylish air-conditioned bedrooms. Based on the guest reviews and my observation, I have found this place to be family-friendly. The guests can have a variety of facilities. They can access the lobby, fitness centre, bars, and other facilities. The guests can also take room service at any point in time. All these facilities are crafted to ensure that Hotel Inn’s guests are satisfied.	
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	Training Notes: 
When housekeepers are doing their job as room cleaning, they need to consider certain aspects. If the staff cannot notice or fail to notice the cleaning issues, guests take those issues seriously. Sometimes they provide negative feedback to the hotel. I have prepared a checklist for room cleaning. As we are cleaning the room, we should be very careful to check these aspects:
Check the trash bin whether it is full or empty and make it clean.
The bed should be prepared nicely so that a good appearance can be given to the room.
Dust the floor, and the furniture so that no dirt can be found. 
Window, mirror, and glass surfaces tend to highlight dirt or dust. So, these should be cleaned properly.
Use a Vacuum Cleaner for the floor and rug.
Clean the bathroom and use disinfected spray for hygiene purposes. 
Check and refill the daily necessities and supplies. 
Keep notes about the issues we face.
Use an air freshener before leaving the room.
Finally, check the electronic devices and turn them off.
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	Training Notes: 
We have to be careful during the house cleaning on some certain aspects. The hotel may have received negative feedback from the guests. The issue will be addressed if the management of the hotel outlines the cleaning procedures. The cleaning procedures will guide the housekeeping team to do their job aligned with the hotel brand standards. It also sets some goals which improve the performance of the team as goal setting can drive people to perform better. 
When we are cleaning the facilities, we should try to do the job openly so that guests can see that. It will create a positive impression among them and they will understand that we are very serious about cleanliness and hygiene. 
The cleaning materials need to be reevaluated from time to time for understanding their effectiveness. We should be using the best materials which are effective in cleaning. 
Keep notes for every feedback or complaint that guests make regarding cleaning the room and resolve that as soon as possible before the guest checks out from the hotel.
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	Training Notes:
Guest satisfaction is the ultimate goal of the housekeeping team. We can use the SERVQUAL model for guest satisfaction. The dimensions should be carefully assessed such as the tangible items are to be in place, arranged and cleaned. Develop reliability in the service. Respond immediately as the guests call. Assure them of their expected services. Show empathy while we are interacting with them. If there is any gap in those dimensions, the required actions should be taken to fill the gap.
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	Training Notes:
Holiday Inn could enhance its standing in the industry by enhancing its housekeeping and room service. Additionally, it can attract loyal customers, so housekeeping staff members need to collaborate to satisfy guests.
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	Training Notes:
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           Introduction     Housekeeping is the activities related to the room preparation and cleaning in the hotel brands for ensuring guests comfort and satisfaction (Casado, 2012).  Agenda: The agenda is to provide a comprehensive training on housekeeping services.  Objectives: • To understand the industry best practices • To provide checklists for room cleaning • To perform as a team • To ensure customer satisfaction
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Best Industry Practice in Housekeeping

Streamline housekeeping activities with other departments.

Standardisation of cleaning and hygiene ( Mullins and Dossor, 2013).

Effective inventory management (Raghubalan and Raghubalan, 2016).

Investment in technology for automation.

Effective HR management (Andrade, Miller and Westover, 2020).
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     Best Industry Practice in Housekeeping   Streamline housekeeping activities with other departments.  Standardisation of cleaning and hygiene ( Mullins and Dossor , 2013).  Effective inventory management (Raghubalan and Raghubalan, 2016).  Investment in technology for automation.  Effective HR management (Andrade, Miller and Westover, 2020).
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                                                                                                                                                                 Holiday Inn - Sunderland &  Property Overview           Located at the heart of the city centre                120 Stylish Air - Conditioned Bedroom (IHG, 2023)              Family - Friendly                     Available Facilities include WiFi , comfortable restful night beds, fitness centre , lobby, and most importantly room services    
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         Room Cleaning Checklists          Make the trash bin empty every day.   Prepare the bed and keep it neat and tidy ( MollyMaid , 2023).   Dust every corner and thing and if needed, use a dump cloth for wiping the dirt.   Clean windows, mirrors and all glass surfaces.   Vacuum floor, floor, and rugs.   Keep the bathroom clean and use disinfected spray after the cleaning is done.   Change towels, toiletries and refill items like tissue paper, soap, shampoo.   Keep a record for any lost item or any damages.   Spray air freshener.  Turn off electric items while leaving the room.
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                     House cleaning    • Outline Cleaning Procedures . • Clean out in the open ( Norrild and Korstanje , 2021 ) • Re - evaluate cleaning materials ( Reem , Rasoolimanesh and Sara, 2022 ) • Note every issue that customers say and act accordingly
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                    Guest  Satisfaction   Customer satisfaction can be achieved by providing them with a great experience (Hussein, 2017). SERVQUAL model can be used for that. The dimensions of the model are as follows:   • Tangibles   • Reliability   • Responsiveness   • Assurance   • Empathy (Luo and Qu, 2016)   The gaps among these dimensions should be identified and filled to ensure customer satisfaction.    
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                      Conclusion          • Customer Satisfaction is related to service quality . By providing better room service and housekeeping activities, Holiday Inn can create a good image in the industry . It can also gain loyal customers . The staff of housekeeping has the responsibility to work as a team and make sure the guests get the services fulfilling their expectations . 
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