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Facilities management is a crucial part of the operations of hotel management as well as providing the best guest experience. Hotel facilities management is concerned about the tools and services that enable the hotel to achieve safety, security, and sustainability through improving the infrastructure, surroundings, and grounds. Hotel facility management plays a key role to achieve the objective of achieving the ultimate best guest experience (Amos, 2019). Features of facilities management such as Clean surroundings, better lighting, responsive online and offline services, comfortable and cozy bed, hot and fresh food, and high-end security enable the hotel to achieve the best guest experience. Facilities management is done by the housekeeping team of the hotel and the soft skills of the housekeeping team are the key attributes of the success of achieving the guest experience (Priyangika, 2020). In the module of week 5, the key skills of the housekeeping team is discussed.


[bookmark: _Toc128958646]Learning log

[bookmark: _Toc128958647]Week 1

During the 1st week of the program international hotel management after the introduction session, the module tutor provided us with two online media Microsoft teams and moodle to collaborate with each other. Besides Facebook and Instagram accounts were shared in the session by the module tutor. 





Week 2During the 2nd week, the crucial part of the facility management, Hotel administration and front office operations, is discussed with the account opening of each student in the “Hotelier” software. Moreover, a file on the instruction procedure of reservation at any hotel through the software.






Week 3In the 3rd week, the property management system of a hotel is demonstrated. Property management system refers to the software application of a hotel or proprietor to provide customers the facilities online using the software (Bardi, 2021). This system boosts the operations of hotel management.  Reservations, front desk operations, channel manager, revenue management, check-in functionality, customer data, housekeeping, third-party integrations, invoice and payment, point of sale service, reports, and user-friendly are the key features of the property management system (Olimovich, 2020). The benefits of the system towards the business as well as the customers are also overviewed in that session. 










Week 4In the module of week 4, the front office team and the heartbeat of the hotel were discussed. The front office team consists of the doormen, bellboys, concierge, receptionist, reservation agent, and guest experience officers. The heartbeat of a hotel is about ensuring effective communication among the departments of the hotel. To trigger the heart of the customers the hotel could improve its services with better first and last impressions, smiles, and empathy (Nguyen, 2019). This practices will improve the efficiency of the organization as well as the profitability. Moreover, the detailed information about check in and check out has been described in this module.
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During this week, the check-in and check-out of the front desk as well as the critical skills needed to meet the customers’ demands (Wang, 2023). The skills demonstrated in the module are given below:
· Communication skills: often the executive housekeeping team fails due to a lack of collaboration with the employees or workers who tend to do the actual job. Effective collaboration allows the team to balance the workload among the employees properly, ultimately enabling the company to achieve the best guest experience (Cheng, 2021). Moreover, this skill could be verbal, nonverbal, and para-verbal.
· Interpersonal skills: different forms of communication skills and interpersonal skills help the management to build an effective team to serve the rest of the hotel. And this team is built upon efficient consensus, effective meetings as well as good relationships among the teammates (Hua, 2023).  This skill is also differentiated through scripted and unscripted discussions.
Besides that, the covid situation changes the organizational behavior of the hotel management.
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To build a loyal customer base and increased profit, an efficient housekeeping team is badly needed. Obviously maintaining clean and tidy rooms could boost the impressions of the housekeeping team of the hotel management. Besides that, ensuring better infrastructure through effective housekeeping could help the hotel improves its hospitality and attract more customers. In this journal, I demonstrated several features and skills of housekeeping which were learned in the modules of the program operating a hotel facility. The main benefits of housekeeping are providing comfort, safety, security, cleanliness, hygiene, and decorations. Finally, an efficient housekeeping team could improve efficiency as well as profitability



References
Amos, D. M. Z. a. A.-Y. C. 2., 2019. A review of facilities management performance measurement.. Property Management, 37(4), pp. .490-511..
Bardi, J. 2., 2021. . Hotel-Front-Office-Management., s.l.: s.n.
Cheng, Y. 2., 2021. Needs analysis of hotel front desk staff: Considerations for ESP course design.. International Journal of English for Specific Purposes, 1(1), pp. 69-92.
Hua, S. a. P. C. 2., 2023. A Management Point of View on the Innovative Use of Front Counter Technology in Hotels.. Peta International Journal of Social Science and Humanity, 1(1).
Nguyen, H. 2., 2019. Optimizing the role of hotel front office staff in modern-day revenue management., s.l.: s.n.
Olimovich, D. B. T. a. S. N. 2., 2020. Improving of personnel training in hotel bussines.. Academy,, 2(53), pp. 18-19.
Priyangika, K. P. B. a. W. K. T. 2., 2020. Facilities management roles in the hotel industry: the skills and competencies required.. Journal of Quality Assurance in Hospitality & Tourism, 21(4), pp. .454-473..
Wang, X. Z. Z. H. D. a. L. Z. 2., 2023. Consumer resistance to service robots at the hotel front desk: A mixed-methods research.. Tourism Management Perspective, Volume 46, p. 101074..






Operating hotel facilities

Assignment  2
A2

	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?


	
Cleanliness
	Late check-out of the previous guests and early check-in of the next guest as well (Knezevic Cvelbar, 2021)

	Apologize to the guest and offer a quick solution
	train the front desk team to ask the guests to wait till the completion of the cleaning (Magdy, 2020)
	A quick clean of a room after checking out of a guest (Olimovich, 2020)

	Cleanliness

	Negligence of the housekeepers (Choi, 2019)
	Apologize calmly on behalf of the housekeepers and offer another new room (Khymdeit, 2022)
	Establishing soft skills among the housekeepers
	Awarding the housekeepers about this incident politely and ask them not to do that again as well as ask them to follow the provided checklist

	Cleanliness


	Lack of enough quality equipment
	Merge with the equipment provided by the company
	Stock cleaning equipment ready before it ends
	Train the housekeepers to use the equipment efficiently
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Operating hotel facilities

Assignment 3
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.

	Greet the guests






	· Training Notes: after the arrival of a guest receiving them with positive gestures and a smile could make a positive impression among the guests, and this will help the hotel management to attract more guests(Pramezwary, 2021.). Moreover, a friendly and pleasant expression of housekeepers could help to retain the guests.

	
Communicate with guests





	· Training Notes: listening carefully to the customers as well as noting them down is the main criterion to provide the required service. Asking again if the housekeepers have any doubts, could prevent further problems. Confirming every single detail about the customers to ensure accurate information. The front desk team should provide detailed information about the hotel facilities to the customers as required (Jiménez-Barreto, 2021). Queries by the customers should be dealt with with a positive and smiling expression in a courteous manner. if possible communicate with foreigners in English for the sake of giving the required service to them. in the inquiry process, if any process takes time, the front desk team should take time from the customer politely as well as get back to him with a specific time (Kharouf, 2019). The housekeepers should deal with the customer complaint calmly as well as resolve the issues without hurting them.

	
Answer the phone calls as soon as possible




	· Training Notes: phone call guests should be answered politely by mentioning their name in the first place and then asking about the queries and how he or she helps them. Some phone calls could be irritating or full of complaints or any other issues. at that time, the front desk team should be calm and polite as well as offer a solution to them (Yang, 2021). Moreover, the workers should thank the customers for the inquiry and after one query the workers should ask the guest if they have any other issues to resolve and finally thank them to choose the particular hotel. The employees should not argue with the guests but rather handle the situation tactfully.

	
Grooming and maintaining the hygiene of each employee





	Training Notes: all of the employees should be present at the workplace ensuring cleanliness and tidiness. The employees should not lean on the counter during working hours and wear the provided uniform by the hotel at duty time. The employees should keep their behavior professional along with ensuring confidence (Marques, 2021). The employees should maintain basic hygiene activities such as showering regularly, brushing their teeth twice a day, using mouth freshener smoke, washing hands regularly, do not chew gum before the guests. Finally, the employees should not fix their hair or dress before the guests (Sudarmayasa, 2022). The nails should be short and clean and no colored nail polish is allowed. As well as the uniform should be cleaned and ironed. The hair of the employees should be groomed, clean, and tidy.

	Passing messages to the housekeeping control desk
	





	Training Notes: the guests are divided into VIP, VVIP categories, and repeated guests. The housekeepers at times have to pass some messages from guests to the housekeeping control desk. At that time, the employees should know the details about the guests such as name, address, occupation, and the status of the request.
	



	Entering the rooms and cleaning the room of the guests






	Training Notes: before entering the guest room, the employees should ask for permission. If they said yes then the employees could enter to clean the room. Otherwise, they should wait outside the room with their cart till the guest said them to enter. Thus, to clean the occupied room, they should clean the room twice daily. Other than that, they would clean the bathroom, wrap up the bed and change the bed sheets regularly to ensure a clean and tidy room (Loehr, 2021). Moreover, they should swipe up the room daily. Furthermore, any cleaning job request by the guest should be made by the housekeepers. On the other hand, in terms of unoccupied rooms, the employees should clean the room as soon as possible after the guest checks out. The room should be clean and tidy before another check-in of the guest. The bathroom should be cleaned. The bed should be made freshly for the new guests. In this presentation(Chang,2020), I have to assess a scenario based on the cleanliness of the room. So the room should be cleaned to avoid guest complaints as well as meet the business standard that we decide.


	

Ensuring health and safety procedures  






	Training Notes: Housekeeping managers should train their team to identify potentially hazardous situations and take corrective actions to avoid unwanted injuries like sprains, fractures, etc. the managers should train the employees by conducting them to avoid wet floors, messy floors, improper lifting techniques, etc. besides that, they should be learned about the proper utilization of chemicals while cleaning. And how to save themselves from the hazardous consequences of chemicals(Lowery, A., 2020). Here the managers could change the equipment brand to ease the cleaning process of the housekeepers. The hotel could inaugurate a system of putting a sign “Wet floor” while the floor is mopped by the housekeepers. This will save not only the staff but also the guests. Moreover, the manager could train the employees about the right postures for lifting which will save the workers from back and knee pains.


	







	Training Notes:

	







	Training Notes:

	






	Training Notes:
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Operating Hotel Facilities

Here is where my presentation begins

Introduction







The success of Hospitality management solely depends on the front desk workers as well as the housekeeping team. The soft skills of the housekeepers are the key to the satisfaction of the customers.






Housekeeping Team

The housekeeping team refers to the group consisting of several housekeepers who get the job done by ensuring cleanliness and safety. The goal of the housekeeping team is to ensure clean and orderly surroundings because that is the most critical factor to improve the reputation. Housekeepers are responsible for the clean environment and safety of the guests.

Manners that housekeepers should have




· Greet the guests: the front desk team should welcome the guests with warmth and a smile.
· Communicate with the guests : the employees should answer the queries of the guests.
· 
Manners that housekeepers should have



· Answer the phone calls as soon as possible: Answer the phone calls of the customers as soon as possible with a positive expression.
· Grooming and maintaining the hygiene of each employee: Regular hygiene and care of each employee could improve the operations.
· 
Manners that housekeepers should have




· Passing messages to the housekeeping control desk: Passing detailed information to any guests who want to meet with the housekeeping manager.
· Entering the rooms and cleaning the room of the guests: regular cleaning checklist of each employees following some basic rules.
· 
Ensuring health and safety procedures



Housekeeping managers should train their team to identify potentially hazardous situations and take corrective actions to avoid unwanted injuries like sprains, fractures, etc. besides that, they should be learned about the proper utilization of chemicals while cleaning.
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