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Introduction
In this journal entry, I will reflect on the key skills required when working in the housekeeping team. I will draw from my personal experiences and research and link them to industry examples to highlight the importance of these skills in the hospitality industry, where applicable. There are several traits (Lacalle, 2022) or skills needed (National Careers Service, 2023) but four skills are repeatedly emphasised (Alvarez, 2022):
1. Communication Skills (Cottam, S. 2023): Effective communication is crucial when working in the housekeeping team. Clear and concise communication allows for efficient coordination and ensures that tasks are completed to a high standard. During my time in the housekeeping department, I realized the significance of effective communication in maintaining a smooth workflow. For example, when assigning tasks to team members, providing clear instructions and clarifying expectations helps to prevent misunderstandings and ensures that everyone knows their responsibilities.
2. Attention to Detail (Alvarez, 2022): Attention to detail is essential in housekeeping as it directly impacts the quality of service provided to guests. From making beds to cleaning bathrooms, every task requires meticulous attention to ensure cleanliness and guest satisfaction. I have learned that paying attention to even the smallest details, such as properly arranging pillows or removing stains, can significantly enhance the overall guest experience.
3. Time Management (Indeed Editorial Team, 2023):Housekeeping teams often work under tight schedules to ensure that rooms are cleaned and prepared for incoming guests. Effective time management skills are crucial to meeting deadlines and maintaining efficiency (Alvarez, 2022). During busy periods, prioritising tasks based on urgency and allocating time efficiently helps in ensuring that all rooms are cleaned promptly. I have experienced situations where good time management skills have enabled the team to handle increased workloads efficiently.
4. Physical Stamina (FutureLearn, 2022): Working in housekeeping requires physical stamina as it involves tasks that can be physically demanding, such as lifting heavy mattresses, pushing carts, and standing for extended periods. Developing physical strength and endurance is essential to meet the physical demands of the job. Regular exercise and maintaining a healthy lifestyle can contribute to improving physical stamina, enabling housekeeping professionals to perform their duties effectively.
5. Problem-Solving Skills: This is an essential skill and all sources cited in my reference list mention the importance of this skill. Housekeeping teams often encounter unexpected challenges that require quick thinking and problem-solving abilities. For example, if a room requires immediate attention due to a guest complaint or an unforeseen issue, the ability to assess the situation and take appropriate action promptly is essential. Developing problem-solving skills can enable housekeeping professionals to handle such situations efficiently and minimize disruptions to guest satisfaction.
Applying Theoretical Knowledge in the Industry
The theoretical knowledge gained in hospitality management programmes can be effectively applied in the housekeeping industry. Understanding the principles of hygiene, cleaning techniques, and guest satisfaction helps in executing tasks efficiently. For example, knowledge of different cleaning agents and their appropriate use can enhance the effectiveness of cleaning processes and maintain high standards of cleanliness.
The importance of these skills and theoretical knowledge in the hospitality industry cannot be overstated. Housekeeping plays a vital role (Martin, 2023) in maintaining cleanliness, hygiene, and overall guest satisfaction. It directly impacts a hotel's reputation and can influence guest loyalty and future bookings. By possessing the key skills discussed, housekeeping teams can consistently provide exceptional service and contribute to the success of the establishment.
In conclusion, working in the housekeeping team requires a combination of key skills such as communication, attention to detail, time management, physical stamina, and problem-solving abilities. These skills, coupled with theoretical knowledge, allow for efficient and effective execution of housekeeping duties. By continuously honing these skills and applying theoretical knowledge in practice, housekeeping professionals can contribute to the success of the hospitality industry.
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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?


	
PROBLEM:  Guest Complaint about Improperly Cleaned Room

	To understand why the room was not properly cleaned, I would conduct a thorough investigation to identify the root cause. Possible reasons could include: 
	Promptly addressing the guest's complaint is crucial to maintain guest satisfaction and reputation. The following steps will be taken
	Standard operating procedures: Develop comprehensive cleaning checklists and procedures for each type of room. This will ensure that all areas and items are cleaned and inspected consistently. 
	Team empowerment: Foster a culture of ownership and accountability by involving the team in decision-making processes and encouraging them to take pride in their work. 

	
PROBLEM:  Guest Complaint about Improperly Cleaned Room

	Human error: The housekeeping staff might have overlooked the room or failed to complete all cleaning tasks.
	Apologise sincerely to the guest for the inconvenience caused and assure them that their concerns will be addressed promptly. 
	 Training and supervision: Provide regular training sessions to the housekeeping staff on cleaning techniques, attention to detail, and customer service. Regular supervision and performance feedback will help maintain high cleaning standards.
	 Clear goals and performance metrics: Set clear performance goals for the team, such as maintaining a specific cleanliness rating or response time for guest requests. Regularly track and communicate progress towards these goals. 

	
PROBLEM:  Guest Complaint about Improperly Cleaned Room

	Communication breakdown: There might have been a breakdown in communication between the front desk and housekeeping regarding the room's readiness.
	Offer an immediate solution: Depending on the availability, provide the guest with a different room that meets their expectations or ensure that the existing room is thoroughly cleaned.
	Enhanced communication: Implement a reliable and efficient communication system between the front desk and housekeeping. This can include real-time updates on room readiness, special requests, or guest preferences. 
	Recognition and rewards: Implement a recognition programme to acknowledge outstanding performance and motivate the team. This can include incentives, certificates, or public appreciation.

	
PROBLEM:  Guest Complaint about Improperly Cleaned Room

	Inadequate training: The housekeeping team might lack proper training or supervision to ensure consistent and high-quality cleaning standards.
	 Follow up with the guest: After resolving the issue, personally visit the guest to ensure their satisfaction and offer any further assistance they may need
	 Quality assurance program: Establish a quality assurance program to regularly inspect and evaluate the cleanliness of rooms. This can involve surprise inspections, feedback from guests, and corrective actions when necessary.
	Cross-training and skill development: Provide opportunities for cross-training within the housekeeping department to enhance skills and versatility. This will enable team members to cover for each other during absences or peak periods. 

	
PROBLEM:  Guest Complaint about Improperly Cleaned Room

	
	
	 Technology utilisation: Explore the use of technology solutions, such as room management systems or mobile apps, to streamline communication, track cleaning progress, and enhance efficiency.
	Regular team meetings and feedback sessions: Conduct regular team meetings to discuss challenges, share best practices, and gather feedback. Encourage open communication and create a supportive environment for the team to address concerns and propose improvements.
By implementing these strategies, I aim to ensure that guest complaints about improper room cleaning are minimised, guest satisfaction is enhanced, and the housekeeping team performs at their best potential.





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: HOTEL TRINITY PRESENTATION PURPOSE
Housekeeping Excellence Training Achieving Brand Standards and Ensuring Health and Safety




	Training Notes: Notes: Welcome, team! Today, we will focus on enhancing our housekeeping skills to achieve brand standards and maintain a safe working environment. By the end of this training, you will be able to identify key elements of brand standards, understand the importance of following health and safety procedures, and apply best practices in the industry (Trotto, 2022).


	


SLIDE 2: LEARNING OUTCOMES
1.Understand brand standards and their significance in maintaining guest satisfaction and loyalty (Knight, 2021).
2.Recognise the importance of following health and safety procedures in the workplace (Shoes for Crews, 2017).
3.Apply industry best practices to enhance our housekeeping operations




	Training Notes: 
Notes: To assess your understanding and application of the training, we will have a short quiz at the end. Please take notes throughout the presentation to reinforce your learning.

	




SLIDE 3: BRAND STANDARDS AND GUEST SATISFACTION
•Consistency in room cleanliness and presentation
•Attention to detail in guest service
•Adherence to quality standards
•Timeliness and efficiency in fulfilling guest requests
Notes: Brand standards are crucial for maintaining guest satisfaction and loyalty. By consistently delivering exceptional cleanliness, attention to detail, and prompt service, we can ensure a positive guest experience (Bmotte 2023



	Training Notes: By consistently delivering exceptional cleanliness, attention to detail, and prompt service, we can ensure a positive guest experience (

	


SLIDE 4: RATER Model (SERVQUAL) (Parasuraman, Zeithaml and Berry, 1988).
•Reliability: Delivering services accurately and consistently
•Assurance: Exhibiting professionalism and knowledge
•Tangibles: Maintaining a well-presented and organised environment
•Empathy: Showing care and understanding towards guests
•Responsiveness: Providing prompt and efficient service
Notes: The RATER Model helps us understand the dimensions of service quality. By incorporating these elements into our housekeeping operations, we can enhance guest satisfaction and meet brand standards.





	Training Notes:

	
	

SLIDE 5: THE RITZ-CARLTON: AN EMPLOYEE ENGAGEMENT MODEL (OSTROM ET AL., 2010)
Best Practice Industry Example 
•Anticipate and fulfill guest needs
•Provide personalized experiences
•Empower employees to take ownership
•Consistently deliver exceptional service
•Continuous improvement through feedback
Notes: The Ritz-Carlton is renowned for its commitment to service excellence. By adopting their employee engagement model, we can create a framework that empowers our team and enhances our service delivery.




	Training Notes:
	



	



SLIDE 6: :INDUSTRY BEST PRACTICES: EFFICIENT CLEANING TECHNIQUES
•Using color-coded cleaning tools for different areas
•Implementing a systematic cleaning process
•Prioritizing high-touch surfaces for frequent disinfection
•Incorporating eco-friendly cleaning practices
Notes: By adopting these best practices, we can streamline our cleaning processes, increase efficiency, and deliver high-quality results to our guests (Joshi, 2022).




	Training Notes:

	


SLIDE 7: QUALITY CONTROL MEASURES
•Regular inspections to ensure adherence to brand standards
•Documenting and addressing guest feedback promptly
•Conducting self-audits to identify areas for improvement
•Continuous training and skill development
Notes: Quality control is essential in maintaining brand standards. By implementing these measures, we can identify any gaps, address them promptly, and continuously improve our service delivery (Qualityze, 2023).






	Training Notes:

	


SLIDE 8: ASSESSMENT: QUIZ
•Multiple-choice questions on brand standards, health and safety, and industry best practices
•Enables self-assessment and identifies areas for further development
•Review answers as a team to reinforce learning
Notes: To assess your knowledge, we will have a short quiz. It will help you evaluate your understanding and identify areas that may require further development. We will review the answers together to reinforce your learning.






	Training Notes:

	


SLIDE 9;  CONCLUSION
•Emphasize the importance of brand standards and guest satisfaction
•Reinforce the significance of health and safety procedures
•Encourage the adoption of industry best practices
•Express appreciation for the team's dedication and commitment
Notes: Thank you for your active participation in this training session. Remember, by upholding brand standards, following health and safety procedures, and incorporating industry best practices, we can achieve excellence in our housekeeping operations. Your dedication and commitment are greatly appreciated!






	Training Notes:
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