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Introduction 
 
In the fast-paced hospitality industry, housekeeping is essential for a reputable hotel. It requires attention to detail, efficient task prioritisation, and strong communication skills to work with colleagues and meet guest needs. Maintaining high-quality service requires understanding cleanliness standards, safety protocols, and proper chemical handling. This reflection essay will discuss the critical skills needed for successful housekeeping in a prestigious hotel. I will use Kolb's learning cycle to reflect on the skills needed for working in a housekeeping team, linking them to theory and industry examples.                                            

Hotel housekeeping departments are often one of the most essential divisions regarding guest satisfaction. The cleanliness of a hotel is vital to guests, and inadequate housekeeping practices can negatively affect a hotel's reputation and overall business success (Mullins & Dossor, 2013).

Housekeeping in a reputable hotel like Premier Inn requires attention to detail and efficient task prioritisation. Only 20% of students choose housekeeping as a career due to the perception of cleaning tasks involved, like bathroom and public area cleaning (Sachdev & Savita, 2019). However, these tasks are crucial for maintaining cleanliness standards in a hotel. Housekeepers must also pay attention to details like folding towels and arranging room amenities aesthetically pleasingly. This enhances guests' comfort and reflects positively on the hotel's reputation (Mullins & Dossor, 2013). 
While working in the hotel's housekeeping team, I stripped beds, cleaned guest rooms, ensuring all surfaces were left tidy and spotless, and all amenities restocked. 
Furthermore,  as a housekeeper, you must clean multiple rooms and have limited time; so you must prioritise your tasks efficiently. They need to ensure they finish all the necessary tasks in a timely manner while also paying attention to small details and keeping the hotel clean. Being a housekeeper in a prestigious hotel does not just involve hard work; it also requires thinking smart and being attentive to every little detail. During my placement, I noticed that attention to detail was critical in maintaining the hotel's high standards. I noticed how efficiently my team worked to meet a high-pressure cleaning schedule.
 
Housekeeping teams are essential in the hospitality industry. Excellent communication skills are necessary for working with staff and addressing guest needs. As Do(2013) and Mullins & Dossor (2013) highlight, training is essential for equipping employees with skills to provide good customer service, including effective communication techniques. Good communication among the housekeeping team ensures efficient task completion (Tarafdar et al., 2019). Strong communication skills help handle difficult situations gracefully and maintain professionalism. Excellent communication skills are vital for housekeeping success as they promote teamwork, customer satisfaction, and efficiency (Olimovich et al., 2020).                                                
  
A strong understanding of cleanliness standards, safety protocols, and chemical handling is essential for maintaining high-quality housekeeping, according to Bagnera et al. (2022). Housekeepers must know industry regulations and guidelines, follow strict safety protocols, and adequately handle chemicals to protect guests and staff. I realised that my cleaning skills and knowledge of cleaning products were essential for practical housekeeping. I also observed the importance of adhering to safety protocols to meet guest satisfaction standards, essential principles in the hospitality industry. Thorough training and continuous education on these topics will enable housekeeping professionals to provide exceptional service (Olimovich et al., 2020) that meets Premier Inn’s standards and guest needs.   
I began experimenting with different cleaning methods to become more efficient and efficient. I also collaborated with team members to share best practices and improve performance.
Understanding safety protocols and using the appropriate personal protective kit (PPE) is essential (Jones, 2010; Quick, 2020). It is also important to be mindful of possible hazards and take necessary measures to prevent accidents(id.). I noticed that staff were always following PPE policies. 
Maintaining a neat and orderly appearance in both uniform and personal attire, as well as demonstrating a professional image and showing respect to staff and guests while on duty, are other essential aspects of professionalism. 
Problem-solving skills will help identify and address cleaning issues, such as stains or spills, promptly and effectively.
Providing friendly but respectful and approachable customer service is essential when housekeepers engage with guests during duties (Bucata & Rizescu, 2017). Housekeepers must also be responsive and accommodating to guests' requests and concerns (id.).

Conclusion
The skills needed for hotel housekeeping are crucial for maintaining high service standards. Attention to detail and task prioritisation ensure that all areas are cleaned to a high standard. Good communication is important for working well with other staff and addressing guest needs. Knowledge of cleanliness standards, safety protocols, and chemical handling is necessary for providing a safe environment. Housekeeping staff with these skills ensure guests have an enjoyable stay.                                                
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Welcome to the training program for the new Premier Inn Hotel housekeeping department staff members. As the housekeeping manager, I will be supervising this 8-week program. Premier Inn Hotel is well-known for its excellent housekeeping staff, who play a key role in satisfying and retaining our customers. Our current staff members are both skilled and welcoming. This training program aims to enhance your efficiency and skills in housekeeping operations. We hope you will enjoy the program and focus on learning essential activities during the training.
Timetable for 8 weeks
	Week 1

	Fire safety
	Fire safety training is essential for the safety of everyone in the hotel during a fire. It includes identifying potential hazards, such as substances that can cause a fire. The Premier Inn Hotel's fire safety manual describes these substances and will be given to each person for studying. During a fire, it is essential to identify who is at risk, particularly guests who may be unaware of the situation. Support should be provided to vulnerable individuals. New staff members will receive fire safety training in the first week of the program.
This training aims to ensure 
· staff are aware of fire safety procedures and comply with relevant policies in place in the hotel 
· safety for staff and guests and promote safe stay for guests.  


	Week 2

	COSHH
	During the second week, new staff members will receive training on the Control of Substances Hazardous to Health (COSHH) to ensure staff has adequate knowledge to protect their health (Jones, 2010). The hotel has measures in place to reduce risks, which the staff must understand and follow. The COSHH training will teach them how to avoid using hazardous substances when possible, and use safer substitutes instead. They will also learn how to enclose work processes when they become hazardous, identify and use local exhaust ventilation, safely store substances, access and use appropriate personal protective equipment (PPE), and prepare for emergencies.
This training aims to: 
· Reduce risks for staff and guests
· Promote best practices using cleaning chemicals


	Week 3

	Health and safety
	The staff will receive health and safety training in the third week to learn how to work safely. The training will also focus on developing a positive health and safety culture  (Quick, 2020) at Premier Inn Hotel. The program aims to make staff competent in health and safety measures. It will cover basic measures as well as advanced techniques for handling incidents.
This training aims to: 
· Reduce risks for staff and guests
· Promote best practices 
· Developing a positive health and safety culture
· Handling incidents



	Week 4

	Products/Cleaning chemicals
	Staff members will receive more in-depth training on cleaning chemicals in the fourth week. This is necessary because they regularly use these chemicals in their housekeeping duties. The training will inform staff members about the hazardous nature of certain chemicals and how to use them safely (Raghubalan & Raghubalan, 2016). It will cover physical hazards, the specific cleaning chemicals used at work, their categories, routes of exposure, and exposure symptoms. Staff members will also be taught proper handling, storage, and usage methods to prevent potential hazards. Additionally, instructions for responding to accidents or emergencies will be provided.

This training aims to: 
· Reduce risks for staff and guests
· Promote best practices using cleaning chemicals


	Week 5

	Maintenance
	Maintenance training is provided to staff members in the fifth week. The training is crucial as it affects the reputation of hospitality organisations (Mullins & Dossor, 2013). Staff members will learn to promptly respond to guest requests and address issues like TV malfunctions, plumbing inefficiencies, A/C problems, and electrical faults. They will also be trained to handle customised guest requirements efficiently.

This training aims to: 
· Reduce risks for staff and guests
· Promote best practices 
· Timely report of malfunctioning devices or repairs needed to designated person/ department


	Week 6

	Laundry
	Staff members will receive laundry training in the sixth week of the program. They will learn about commercial laundry operations (Sharma et al., 2019), identifying and separating clothing materials, operating equipment, choosing appropriate cleaning agents, and preparing clothes for guests.

This training aims to: 
· Promote good hotel reputation
· Promote best practices 
· Ensure timely items cleaning 
· Ensure adequate stock for daily housekeeping operations


	Week 7

	Communication 
	In week seven, staff will receive communication training. Effective communication is essential for understanding guest needs and shaping consumer perception of hotel facilities (Bucata & Rizescu, 2017). The training will cover developing practical communication skills and addressing barriers to communication.

This training aims to: 
· Promote effective communication with guests and between staff to ensure guest needs are met
· Promote best practices and adherence to hotel strategy and values of touching points with clients 
· Provide practical tips to address barriers in communication


	Week 8

	Use of equipment
	The staff will receive equipment training in the eighth week. This is important for housekeeping staff who regularly use different types of equipment (Vallen & Vallen, 2012). The training focuses on proper usage to prevent accidents and hazards. Staff members will learn how to identify and operate each piece of equipment, even if they are already familiar with it.
This training aims to: 
· Reduce risks of harm for staff and guests
· Promote best practices of manual handling and lifting 
· Ensure adherence to policies in place
· to improve efficiency and maximise utility
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Component Two: Housekeeping cleaning checklist
Contribution to Overall Module Assessment: 25%

	Bathroom
	Bedroom
	Hallways and corridors and outside 
	Deep cleaning 
Bathrooms
	Deep cleaning Bedrooms
	Seasonal cleaning

	· Sanitise and cleanse the sink, toilet, and shower/bathtub. 
· Thoroughly wipe mirrors and any additional surfaces.
· If required, replenish toiletries.
· Dispose of the trash in the bathroom.
· See the list of authorised products to use 

	· tidying up by arranging the sheets and covers on the beds.
· Clear away debris and particles from various surfaces, such as night tables and chests of drawers.
· Thoroughly clean the floors using a vacuum cleaner or broom.

	· Surfaces such as tables, shelves, and electronic devices should be dusted.
· It is recommended to vacuum or sweep the floors daily. 
· If necessary, ashtrays or trash bins should be emptied and cleaned.
	· Clean and disinfect the showerhead.
· Scrub grout lines.
· Wash or replace shower curtains or liners if applicable.
· Clean and disinfect toothbrush holders and soap dishes.
· See the list of authorised products to use 

	· Vacuum upholstery and cushions.
· Dust and clean ceiling fans and light fixtures.
· Clean air vents and replace filters if needed
· Rotate and flip mattresses if necessary.
· Clean and dust curtains or blinds.
· Vacuum or clean any fabric-covered furniture
	· Clean and organise closets and drawers.
· Wash windows and window screens.
· Clean and vacuum behind appliances and furniture.
· Shampoo carpets or clean rugs as needed.




In this scenario – You have just been promoted to team leader for a floor within the hotel. A guest complained that on their arrival, their room had not been properly cleaned. Create an action plan and answer the following questions. 
Why did it happen?
Human error: Housekeeping staff may sometimes inspect certain areas or not perform their cleaning duties as required due to human error. This can include missing areas, not replacing facilities, or forgetting to vacuum. Housekeeping staff may have a higher workload in busy times or when the hotel is fully booked. This can have an impact on cleaning processes and missed details. The lack of communication between front desk staff and housekeeping can lead to rooms being marked as clean when they are not. If the front desk incorrectly keeps a room vacant and ready for check-in, housekeeping may not know the guest's arrival. Poor housekeeping staff training or inadequate quality control measures can result in inconsistent cleaning standards. If housekeeping does not have the necessary cleaning equipment or supplies, they may be unable to clean rooms to the required standard. To reduce and prevent such incidents, hotels must employ effective training programs, effective communication channels between departments, sufficient staffing during peak periods, regular quality checks, and proper maintenance of equipment and supplies. By addressing these factors, a hotel can reduce the probability of cleanliness issues and provide a more agreeable experience for its guests.
What are you going to do?
As the team leader for the hotel floor in this scenario, I am responsible for addressing the guest's complaint and ensuring a prompt and adequate resolution. I would approach the guest with a friendly and empathetic attitude. I apologise sincerely for this inconvenience and thank the guest for bringing it to my attention. Acknowledging the issue and expressing empathy is crucial in showing the guest that their concerns are taken seriously. Ask the guest to describe the specific cleanliness issues they find in their room. I would document the details of the complaint, including the room number, date and time of check-in, and the guest's name. Obtaining accurate information is essential for addressing the issue effectively. I would ask a housekeeping staff member to inspect the guest's room immediately to confirm the cleanliness issues. It's vital to have a trained staff member assess the situation objectively. They should take photos as evidence if they find any cleaning problems. If issues are confirmed during the inspection, I would offer the guest two options:
a. Have the room cleaned promptly to their satisfaction.
b. Offer a room change to a clean and upgraded room, if available and acceptable to the guest. This ensures that the guest's immediate comfort and satisfaction are assured. I would record all actions taken in a log for future reference. Maintaining open dialogue with the guest during the resolution process is crucial, providing updates and ensuring their satisfaction. This step is beneficial in maintaining good relations with the guest and potentially transforming the negative experience into a positive one.
How will you prevent this from happening in the future?
Several proactive measures can be taken to prevent similar cleanliness issues from happening in the future within the hotel. Employ training programs for housekeeping staff to ensure they follow the hotel's cleaning standards and procedures. Perform regular training sessions to refresh and reinforce cleaning protocols. Utilise a quality control team or process to perform random spot checks on clean rooms to ensure compliance with cleanliness standards. Reinforce communication between the front desk and housekeeping departments to avoid confusion regarding room status. Implement a transparent system for marking rooms as clean, vacant, or needing service. Conduct regular meetings with the housekeeping team to inform them about improving cleaning practices.
What measures would you introduce to improve team effectiveness?
Improving team effectiveness in a hotel setting is vital for providing excellent service to guests and ensuring smooth operations. Organise team-building activities and workshops to reinforce interpersonal relationships between team members. Encourage open communication and collaboration through team-building exercises. Ensure that everyone understands their specific duties and contributions. Provide training and development opportunities to enhance team members' skills and knowledge. By implementing these measures, a hotel can improve team efficiency, increase guest satisfaction, increase efficiency, and create a more positive working environment for staff. Effective teamwork is an essential component of providing exceptional hospitality services.

	Based on your completed checklist you will need to write 500 words in essay format discussing the following: 
· How will you ensure that the rooms are cleaned to brand standards? 
· What measures would you introduce to improve team effectiveness? 
· Why would you consider your check list to be the most effective? 
Word count: 467

Introduction

Cleaning is essential for businesses, especially in the hospitality industry. Clear cleaning procedures and expectations should be established to maintain brand standards and consistent cleanliness. Regular inspections and evaluations can identify areas for improvement. Open communication and collaboration among team members foster a positive work environment that supports effective cleaning practices. This essay will discuss these measures and their importance for achieving optimal cleanliness levels in hotel rooms and other areas.

Clear cleaning procedures and expectations ensure consistency in cleanliness. Specific guidelines for the team guarantee that every room meets brand standards. This includes outlining cleaning tasks, specifying products to use, and detailing considerations for different areas. For example, bathrooms may require more frequent disinfecting than living spaces. Training will be provided to all team members to ensure proper adherence. Implementing clear cleaning procedures can lead to a 25% increase in consistency in cleanliness, according to a study by the Cleaning Industry Research Institute. This benefits customers and improves team effectiveness. With this clarity and structure, our checklist will effectively maintain high cleanliness standards across all rooms.

Regular inspections and team performance evaluations ensure rooms are cleaned to brand standards. These assessments help managers identify areas for improvement, implement measures to enhance overall performance and address any issues promptly. They also foster open communication between team members and management, creating a positive work environment and promoting teamwork. Implementing regular inspections not only ensures clean rooms but also improves team effectiveness through continuous evaluation and communication. Hotels should consider implementing this practice as part of their cleaning procedures.


  To ensure that our rooms are cleaned to brand standards, it is paramount to encourage open communication and collaboration among team members. This allows for the exchange of ideas and suggestions and promotes a positive and efficient work environment. According to a study by the Journal of Occupational and Environmental Medicine, this type of work environment improves team effectiveness. 
Encouraging open communication and collaboration among team members is essential for cleaning rooms to brand standards. It promotes a positive and efficient work environment, improves team effectiveness, fosters camaraderie, and helps address challenges promptly. Open communication also fosters a better allocation of cleaning responsibilities among staff, which in turn allows more accountancy and helps identify staff who need extra support. 

Conclusion

A clean room is vital for meeting brand standards. Clear procedures and expectations need to be established for consistency in cleanliness. Regular inspections and evaluations of team performance should be done to identify areas for improvement. Open communication and collaboration among team members can promote a positive work environment. Implementing these measures ensures high cleaning standards and improves team effectiveness. Our checklist prioritises both cleanliness consistency and team dynamics, leading to guest satisfaction. Prioritising these aspects maintains our brand's reputation as a top choice for guests seeking exceptional service.
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