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   For this part of my assessment, I was required to reflect on my practical experience from working as a housekeeper in the hotel industry to identify what skills are required to work in the housekeeping team and understand how to link the theoretical knowledge from my course with the practical job in this area. As a housekeeper, I must perform various daily or weekly tasks to ensure the hotel is running smoothly and customers are happy and satisfied with our premises. 
The housekeeping department is very important in the hotel industry because nobody wants to pay and stay in a room or area that is not clean, has damaged or smells bad. The level of cleanliness is very important for a hotel to be successful. I knew this from my work experience, but learning about it at university reinforced my knowledge and helped me understand better the importance of housekeeping and its impact on the overall success of the hotel.  
To be an excellent housekeeper, a person must have excellent team working skills because as a housekeeper you need to work closely with other hotel departments to be able to offer a top-notch experience. For example, I need to communicate regularly with the front desk colleagues to coordinate check-ins and check-outs. I need to work closely with the engineering department to sort maintenance problems, I need to work closely with restaurant staff to make sure the area is perfectly clean, and I also need to work closely with the supply department to make sure each room has the required supplies both in terms of furniture, accessories and hygiene products. I also need to work closely with the supply department to ensure we have the required products to perform cleaning tasks. I, as a housekeeper depend on them to get my job done and the other departments depend on me to inform them about our needs and the needs of the hotel. Team working skills are very important in the housekeeping department because working as a team can ensure better and improved customer service. 
Considering all my links with other hotel departments, I also need to have excellent communication skills to minimize errors, prevent communication lapses, and improve overall efficiency. Starting this course, helped me to improve my communication skills as here I understand how to use words to communicate with my colleagues in a more professional manner. The theoretical knowledge received here helped me to understand better why it is important to communicate and how can I use communication to resolve problems and repair mistakes. For example, as a housekeeper, I receive 21 rooms weekly to be checked for bedbugs. After checking, I must submit a report and submit it weekly. I did not understand why I have to waste time and write that report if there are no problems identified. Now, I understand that this is a form of communication and that the fact that I know does not mean others know, and that these details must be kept for further reference if needed. It is very important to write them as required, is not a form of checking if I did my job or not, it is a form of communicating to others the state of the rooms and their individual needs. Any missed communication in this case can turn a happy customer experience into a bad guest experience and damage the reputation of the hotel. If a room has bed bugs and is given to use, guests can have a horrible experience in the hotel, leave negative feedback online where everyone is checking and damage our reputation.   
From the outside, it looks like you do not need much knowledge to do this job, but from the inside, I can see how our work could be improved if people were trained to make sure each of them has the skills to work in housekeeping them. It is a very important department in the hotel industry, it is a very demanding job, and having skilled people to work together can help hotels to ensure a higher level of hygiene and better customer service overall. 
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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?


	
The room had not been properly cleaned.

	The supervisor did not check properly the room.
	We inform the reception of the number of another available room after making sure that there is no other problem in that room.
	We take care of the communication between the housekeeping department and the reception so that the documents checked according to the hotel's standards are entered into the system to be used.
	Each supervisor should have a table with everything that needs to be checked in the rooms and after checking to tick that it is in accordance with the standards and in the opposite case the cleaner is ordered to return the room.

	


	
	
	
	

	


	
	
	
	

	


	
	
	
	

	


	
	
	
	




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.
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	· Training Notes: Housekeeping is the foundation level of our hotel as it helps is to ensure a clean and safe accommodation area for our guests (Jones, 2007) 
· Housekeeping also helps to eliminate hazards, workplace incidents and most importantly guest accidents (Hu et al., 2022). 
· Housekeeping is an ongoing operation. It is a 24 hours 365-day operation, the backbone of the hotel (Li, 2020).
· Housekeeping has great impact on the hotel’s reputation. 83% of travellers said that cleanliness and appearance are their first priority when choosing their accommodation (Shahane and Fernandes, 2021).
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	 The housekeeping assistant should rinse and dry all cleaned surfaces. 
The housekeeping assistant should replace toiletries and towels. 
The housekeeping assistant should clean the floor. 
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	Training Notes: I included here this information because my aim is to help the housekeeping team understand the organizational structure of the department. Defining roles and responsibilities can help employees to have a better understanding of their job, and the roles and responsibilities attached to their positions (Andrade et al., 2021). 
· During this route all dirty linen is removed from the room, and all used mugs, glasses, spoons, and any crockery from the restaurant are also removed, Bins are emptied, and rubbish is removed from the room. The kettle is also emptied, and any lost property found in the room is reported to the housekeeping supervisory team and removed from the room. The shower curtain and mattress protector are also checked, if dirty it is removed, and clean ones should be brought in after completing the next route. The aim of the strip route is to create a "blank canvas" in which the housekeeper can successfully complete the next route. 
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	· Training Notes:	
· When completing the sanitise route, it is important to follow all health and safety guidelines, wearing appropriate equipment such as gloves. Cleaning clothes should be changed after each room to avoid any cross-contamination. There is a variety of chemicals used for cleaning rooms, each chemical has a specific use, mirror chemical is designed for the purpose of cleaning mirrors only. The chemicals used for cleaning rooms include sanitising chemicals for the bathroom (Sani 4 in 1), mirror chemicals (Sprint 200) to clean the mirrors and any glass, and cleaning chemicals (D10) for furniture in the bedroom (desk). There are also other chemicals used but they aren’t used daily those include: enhance (to clean/removed stains and food stuck on carpet) and mold out spray (used on the tiles in the bathroom to remove the mold). There is a variety of different colored cloths, each cloth is color coordinated to ensure there is no cross-contamination blue cloth is used for furniture, yellow cloth for the toilet, and red cloth for cleaning and buffing the bathroom (sink, bath, etc). Each chemical comes with COSHH forms to ensure we are using them correctly, and any guidance on what to do in case it meets skin or eyes, etc.  The room is also hoovered to ensure the clean linen brought in for the next route doesn't get dirty. The aim of the sanitise route is to completely sanitise and clean all surfaces ready for the next guest. 
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	Training Notes:  The golden rule to ensure an optimized cleaning process is to clean rooms in the following order (Li, 2020)
· This is the final route, the steps involved in this route are to ensure the room is set up correctly. The bed is made, the towels are also placed in the bathroom and the tray is replenished with the correct number of mugs, glasses, spoons, and all the consumables (tea, coffee, etc..). It is important to set up the room for the correct number of people is it a family room. If so the two single beds need to be set up, along with extra towels.
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	Training Notes:
I included here two images from Premier INN to highlight their cleaning standards and explain better our expectations from the housekeeping team. 
These are some of the facts you need to focus on: 
· towels are always neat and tidy with the tag tucked away, the shower curtain pulled halfway across the bath, 
· toilet seat lid down, 
· desk chair on an angle so it looks inviting to the guest, 
· all menus and leaflets are placed correctly on the desk with the menu being placed next to the tray, 
· bed is set up correctly with the duvet halfway across the pillows.
· purple headboard light on and lastly curtains open.
This is what is expected in every room.
· carpet should be clean with no crumbs visible,
· tray should have the correct consumables, nothing should be missing (tv remote, hairdryer, 
if the branded products and furniture are damaged this must be reported so maintenance can fix or order new products to ensure the guest has a great stay

The housekeeping assistant should carry out a final check to ensure the area is appealing, clean, and safe and appliances are fully working (Etcuban, 2019). 
The housekeeping assistant must always say ‘housekeeping’ when going into a room, even if the room is not occupied (Shahane and Fernandes, 2021). 
The housekeeping assistant should not enter rooms that displayed the do not disturb sign.
The housekeeping assistant should ask the guest if they can clean the room at that moment or reschedule a more appropriate for the guest to clean the room. 
The housekeeping assistant must ensure rooms are ventilated, check all electronics, and empty bins, and provide new supplies such as tea, coffee, water, and towels (Tra, 2020). 
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	Training Notes:). 
The housekeeping assistant should clean the WC, bathroom tiles, bathtub, and all other surfaces in the bathroom following their own individual requirements and use the allocated PPE equipment for each type of cleaning activity. For example, use your gloves during any cleaning activity (Safira, 2022). 
The housekeeping assistant should park the trolley as close to the wall to avoid any possible hazards (Tra, 2020). 


	




	Training Notes: The public area of a hotel refers to the entrance, lobbies, lounges, the front desk, guest corridors, elevators and other public amenities of a hotel such as spa, swimming pool or gym (Li, 2020).
It is very important to keep these areas clean because guests see them first and the level of cleanliness reflects the cleaning standards of the hotel (Jones, 2007, Safina, 2022). 
The cleaning routine of public areas is divided into daily, weekly, monthly, or periodic tasks (Li, 2020).
Daily cleaning tasks are activities such as cleaning all surfaces from dust, broom, vacuuming upholstery, cleaning bathrooms, or arranging flowers (Li, 2020).
Weekly tasks are activities such as vacuuming the carpet, polishing hard surfaces, or cleaning windows (Li, 2020). 
Periodic tasks refer to the tasks that must be done more or less depending on the needs of the premises (Li, 2020).. For example, the entrance floor must be mopped multiple times a day, while flowers can be watered every few days or even more. 
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         Success routes     There are three different routes we follow to ensure the room is set up and cleaned correctly, the three routes are: 1. Strip 2. Sanitise 3. Set - up
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Route 1-  Strip

* During this route all dirty linen is removed
from the room, and all used mugs, glasses,
spoons, and any crockery from the
restaurant are also removed, Bins are
emptied and rubbish is removed from the
room. The kettle is also emptied, and any
lost property found in the room is reported
to the housekeeping supervisory team and
also removed from the room. The shower
curtain and matiress protector are also
checked, If dirty it is removed and clean
ones should be brought in after completing
the next route. The aim of the strip route is
to create a "blank canvas” in which the
housekeeper can successfully complete the
next route.
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         Route 1 - Strip • During this route all dirty linen is removed from the room, and all used mugs, glasses, spoons, and any crockery from the restaurant are also removed, Bins are emptied and rubbish is removed from the room. The kettle is also emptied, and any lost property found in the room is reported to the housekeeping supervisory team and also removed from the room. The shower curtain and mattress protector are also checked, If dirty it is removed and clean ones should be brought in after completing the next route. The aim of the strip route is to create a "blank canvas" in which the housekeeper can successfully complete the next route.  
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Route 2 - Sanitise
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                     Route 2 - Sanitise • When completing the sanitise route, it is important to follow all health and safety guidelines, wearing appropriate equipment such as gloves. Cleaning cloths should be changed after each room to avoid any cross - contamination. There is a variety of chemicals used for cleaning rooms, each chemical had a specific use, mirror chemical is designed for the purpose of cleaning mirrors only. The chemicals used for cleaning rooms includes sanitising chemical for the bathroom (Sani 4 in 1), mirror chemical (Sprint 200) to clean the mirrors and any glass, and cleaning chemical (D10) for furniture in the bedroom (desk). There are also other chemicals used but they aren’t used daily those include: enhance (to clean/removed stains and food stuck on carpet ), and mold out spray (used on the tiles in the bathroom to remove the mold ). There is a variety of different colored cloths, each cloth is color coordinated to ensure there is no cross - contamination blue cloth is used for furniture, yellow cloth for the toilet, and red cloth for cleaning and buffing the bathroom (sink, bath, etc). Each chemical comes with COSHH forms to ensure we are using them correctly, and any guidance on what to do in case it comes into contact with skin or eyes, etc. The room is also hoovered to ensure the clean linen brought in for the next route doesn't get dirty. The aim of the sanitise route is to completely sanitise and clean all surfaces ready for the next guest.
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Route 3. Set-Up

* This is the final route, the steps involved
in this route are to ensure the room is
set up correctly. The bed is made, the
towels are also placed in the bathroom
and the tray is replenished with the
correct number of mugs, glasses,
spoons, and all the consumables (tea,
coffee, etc..). Itis important to set up
the room for the correct number of
people is it a family room. If so the two
single beds need to be set up, along
with extra towels.
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            Route 3. Set - Up • This is the final route, the steps involved in this route are to ensure the room is set up correctly. The bed is made, the towels are also placed in the bathroom and the tray is replenished with the correct number of mugs, glasses, spoons, and all the consumables (tea, coffee, etc..). It is important to set up the room for the correct number of people is it a family room. If so the two single beds need to be set up, along with extra towels.      
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Health& Safety at the workplace
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           Health& Safety at the workplace           Importance of working safety at work          If you do not work safely accidents could happen which may cause injuries.             Guest could trip on a Hoover wire.              If chemicals are left in the hallway kids could spray them which might go in their eyes or they could digest it which is dangerous and hazardous to health.        Wearing appropriate PPE.          COSHH for the chemicals used.
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Housekeeping Refresher Training

* The aim of this presentation is to create a training
session that will help the housekeeping team to
improve their efficiency and overall customer
experience.

* Given the recent guest complaints, a basic training
presentation will be provided for 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.
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           Housekeeping Refresher Training   • The aim of this presentation is to create a training session that will help the housekeeping team to improve their efficiency and overall customer experience. • Given the recent guest complaints, a basic training presentation will be provided for 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.   


