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I am proud of myself for going through this module and working in a different environment for the period of placement. It was fascinating to be in the position of an employee this time, working to create a unique experience for guests, rather than usually I am the guest, and discover everything from behind the scenes. 
Throughout my journal I will use Gibson’s reflective cycle, going through the six stages of exploring an experience: description, feelings, evaluation, analysis, conclusion, and action plan. (The University of Edinburgh, 2020).

I will start by describing my experience working at Housekeeping Department in Hotel Mercure North, Cardiff. The Housekeeping Department is responsible for the cleanliness and upkeep of the front of the house areas as well as back of the house areas, so that they appear as fresh and aesthetically as on the first day the hotel property opened for business. This department is headed by the Executive Housekeeper or, in chain hotels, the Director of Housekeeping. (Raghubalan and Raghubalan, 2015). 
At the beginning I was a bit worried and anxious, because a lot of new things were expecting me and it was all the unknown that made me feel a bit anxious.
From the first day I was taught by my colleagues the importance of being very organized and how to start with cleaning one room and how to finish, step by step. I was shown the products they use for cleaning and I was instructed on health and safety guidelines, as they are majorly important. 
I was taught how to fill in the maids trolly, which must be ready for the next day with everything properly prepared and I was taught on things that get cleaned daily (rooms) and other areas that get cleaned periodically (high level dusting). I was shown how to do the robotic vacuum cleaning and how to fold the towels in a swan shape for special occasions. It is common for housekeeping staff to have a prescribed layout and daily schedule for each room. (Mullins, 2019). 
Time management and communication are essential in this job. The rooms must be cleaned in 18 minutes and there is a strategy in a place to make sure that rooms are cleaned according to standards and all the work is done in efficient time. Communication with reception is vital, as they inform about any damages to rooms or rooms which require maintenance or are not ready in time due to unforeseen issues. 
Housekeeping departments play a vital role in today’s lodging industry. People involved in housekeeping operations service guest rooms, maintain and service public and special areas, and, in many instances operate laundries and recreational and health facilities. The people of housekeeping are also a part of the overall team of hosts and hostesses who welcome the hotel’s guests.  (O’Fallon and Rutherford, 2010).
When it comes to evaluating my skills, I have to say that after I pushed myself to become better and more precise in housekeeping, it also pushed me to improve my time keeping and attention to details. Patience and the ability to remain calm in stressful situations is also key and not surprising at all, customer service skills are also required. As it is a service provided for guests and many times you would meet them and have a conversation as well, or they just might ask you for extra towels or new bed sheets. Routine procedures, appropriate lines of oral and written communication, and what is expected of each employee in the normal course of his or her shift help minimize problems. When problems occur, a strong foundation in technical skills make it easier for the employee to create alternative solutions for the guest. (O’Fallon and Rutherford, 2010).

In terms of the impact that the placement experience had on my understanding of the housekeeping’s role in guest satisfaction, I admit it is monumental. For many guests, the quality and cleanliness of a hotel room will make or break their experience, and housekeeping teams are largely responsible for this. (Revfine.com, 2023).
Concluding, I would describe my experience in the housekeeping department rewarding and extremely useful. I have developed new skills, but more importantly I have a better understanding of the interconnection of departments and the importance of solid communication between them. I have gained a better understanding of the mechanics of providing a brilliant guest experience and what it takes to achieve that. 
This experience has been fundamental to my development as a future manager in a hotel. For future I would develop more on understanding customer needs and how to make their experience beyond expectations. At the same time, I would spend more time listening to staff needs and make communication between departments even more fluid. 
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HEALTH AND SAFETY GUIDE
FOR HOUSEKEEPING
Communication and Feedback
Effective communication between housekeeping staff, management, and other hotel departments is crucial for maintaining high standards of cleanliness and safety. Encouraging feedback from staff on the ground can provide valuable insights into the practical aspects of chemical use and safety protocols. (www.hospitalitycourses.co.za, n.d.)
Poor housekeeping can be a cause of incidents, such as:
· Tripping over loose objects on floors, stairs, and rooms
· Slipping on wet or dirty surfaces, mainly on cleaning the bathroom area
· Cutting, puncturing, or tearing the skin of hands or other parts of the body if not using PPE accordingly 
· Inhaling by accident chemicals or substances used for cleaning
The necessary precautions to prevent accidents and injuries: 
· Good understanding of cleaning chemicals and solutions used and their purposes.
· Understanding of properties of different chemicals and standard chemical handling procedure. 
· Wearing appropriate Personal Protective Equipment (PPE – gloves, goggles, masks) and good knowledge of Safety Protocols. 
· Correct labelling and storage 
· Knowledge of Emergency Procedures – know how to deal accordingly with chemical spills and necessary medical intervention for exposure. 
Step by step procedure from room cleaning incorporating safety measures: 
1. BEDROOM – Bed making (all kinds), Vacuum cleaning, Removal of Rubbish, cleaning up of bodily fluids, cleaning of electrical equipment, dusting, Glass & Mirror cleaning, Kettle descaling, Telephone cleaning, internal window cleaning, cleaning of apartments/kitchens, "smoking rooms", moving of furniture, sliding doors.
2. BATHROOM - Shower cubicles, Baths, Bathroom floors, Glass and Mirror cleaning, Toilet & Urinal cleaning, Glass & China handling, cleaning up of bodily fluids, cleaning of electrical equipment, telephones (if applicable), removal of rubbish. 
3. TROLLEY & LINEN - Loading moving of maid’s trolley, unpacking, and packing of linen (in /out), use of linen chute (if applicable), handling of industrial linen cage. 
4. PUBLIC AREAS - Toilet & Urinal cleaning, cleaning up of bodily fluids, Glass & Mirror cleaning, sweeping & mopping floors & stairs in PA's, high level dusting, vacuum cleaning, moving of furniture, replenishing guest supplies.
5. MISCELLANEOUS - Sweeping & litter picking in car park, cleaning of balconies, removal of sharps & syringes, pregnant employees & young mothers, lone working, Builders - and preopening clean, Leisure areas, Carpet cleaning (Preventative care, corrective care, Upholstery, curtains), Glamping & Lodges;
6. PERIODICAL – High level dusting, changing of shower/net curtains, turning of Bed Mattress, Shower & Kettle descaling, Inspection of bedrooms for Bed Bugs & dealing with Bed Bugs, cleaning of Air Con & Vents;
7. EQUIPMENT USE & TOOLS / ELECTRICAL SAFETY – When using the Equipment Training Matrix sheet please tick boxes for all equipment used on site. Visual inspection of equipment, safe storage, correct use, PAT testing to be mentioned during training. 
8. ACCIDENTS / SHARPS & NEEDLES - Correct reporting of accidents, accident prevention: use tool boxes (e.g. polishing glasses, trapped fingers, etc.) first aid, (broken glass, polishing glasses, sharps disposal, pictures, mirrors and windows). 
	Equipment:
	Hazard Mitigation:


	· Gloves                                                                            
· Masks
· Goggles 
· Gowns
· Shoe and Head Covers

	· Prevent slips, trips and falls
· Eliminate fire hazards
· Control dust
· Prevent falling objects
· Declutter – Housekeeping office and storage rooms should be organised at all times
· Store materials properly
· Use and inspect personal protective equipment and tools
· Always report safety hazards and clean up spills 
· Continuous training and learning development
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