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In this learning journal, I'll highlight the key competencies I found among the hotel's housekeeping staff. Without it the one main role of a hotel of creating a home away from home, cleanliness and amenities good state would be impossible. While front desk is the main direct contact point, the housekeeping is the main indirect contact as guest can analyse at first glance what is the hotel represent and they can up see how they will feal during they stay (Ann et all ., 2023).

During my Placement in Premier Inn Mansfield, I realised that several key skills are essential for the success in hotel industry. While I was working in the housekeeping team I noticed and develop the following skills that have been essential for me in order to carry out my responsibility as a room attendant.
I found that attention to the details is the most important skill in housekeeping as it is essential in order to carry on the task. From deep cleaning the bathroom to ensure every corner and hidden spot are cleaned by ensuring all areas are spotless, well-Presented. Since one of the Premier Inn mottos is “Committed to cleanliness (Premier Inn 2023)”. That’s the reason why this skill is particularly crucial in maintaining the cleanliness and hygiene standards of hotel rooms or any other hospitality establishment. In my experience I learned to meticulously inspect rooms for any overlooked areas, such as dust on surfaces, Fingerprints, stains on soft furniture or carpet and promptly rectify them.
 
While working in Premier Inn I had the chance to ensure each room was flawlessly cleaned and presented to meet the hotel chain standards. This require paying close attention to every detail checking under the bed, checking the walls for web cobs, and the perfectly arranged bed to spotless clean room.

Effective time management in this busy hotel with a large number of check-ins check-outs, Therefore managing my time effectively to ensure that rooms where cleaned and prepared within the allocated time window. By following a structured plan, organising and prioritising and avoid any unnecessary delay, I was proud to meet deadlines most times.
Often having a tight schedule, the time management skill, it has to be another strong skill a housekeeper possess. 

Communication within the hotel staff has to be constant and everyone should ensure they possess these skills, without it errors can occur. Having this skill can help collaboration to run effectively. 
Clear concise communications ensures that tasks are understood and executed correctly. Additionally, Teamwork is vital in completing larger-scale cleaning projects or when multiple rooms need to be prepared simultaneously (Jones, TJA & Jones 2007).
As I have experienced instances where teamwork was essential to achieving the desired results. For instance, when premier in introduced the early check in (Premier Inn 2023). Our team had to collaborate closely to clean a significant number of rooms within a limited time frame, in order to do that the team leader often moved rooms around to prioritises the early check-ing. Effective communication and coordination allowed us to work efficiently, ensuring all rooms were cleaned and prepared on time.
The hospitality industry often presents us with changes therefore being adaptable and flexible is crucial in case of an unexpected circumstances, such as accommodating guest requests, adjusting schedules, or responding to emergencies promptly (Liladrie, 2010).
I had to adapt to last-minute changes, such as guests requesting early check-ins or sudden room cancellations. These situations required quick adjustments to the cleaning schedule, rearranging tasks, and ensuring guest satisfaction while maintaining efficiency.

While I had the chance to work with great people and overall I had a good time during my placement. I was disappointed realising in my hotel the lack of care from my manager and colleagues, who rarely answered my questions and also have taken advantage of me being an intern there. I been sent out daily with a list to clean rooms, parking lots or communal areas in order to reduce the hours for the housekeeping team. According to my understanding this experience supposed to be a learning one shadowing staff and manager, and not being a head count for the hotel, however I didn’t wanted to create problems to myself and followed instruction quietly while deciding I will be a fair manager when the time comes, I will spend time with my team and help them develop the skills I noted in order to run the hotel efficiently. 

My experience in the housekeeping team has highlighted the importance of attention to detail, time management, communication, teamwork, adaptability and flexibility. By continually developing these skills, I have been able to excel in my role and contribute to the smooth operation of this department.
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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 complained 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?


	

Mirrors in the bathroom had steam marks.

	The room been missed during room checking because been marked as a ready room from day before.
	I will show an understanding of guest frustration and apologize in the name of the team. I will ask the cleaner to go back and clean the mirror.
	I will assign a member of the team to room checking.
	Create a cleaning route for the cleaners they must tick before going out the room.

	
Double booking.

	The room is show up in the system as a ready room however yesterday someone checked in late hour and the system have not saved the amendment.
	I will apologize to the guest and offer a complimentary breakfast as gratitude for waiting till cleaner will set up the room
	Before check-in time, I will ask the person previously assigned to check rooms to go through and check ready rooms for any issue the guest may find.

	I Will ask reception team to make sure, they only hand the key card out after they marked in the system and double check if is done.

	Guest requested room cleaning been missed of the list.



	Housekeeper past that area and didn’t notice the sign on the door.
	After apologising to the guest, I will ensure a member of the team will carry out the cleaning in the shortest time possible.
	Asking the previously assigned room checker to ensure to keep a good communication with front desk operators.
	Double checking the corridors to see if a sign on the doors is requesting a cleaning

	

Guest complains about the hallway area being smelly. 

	A family with young children departure earlier and one of the children drop a couple of milk on the hallway. Being warm the milk went bad and started to smell.
	Will ask for professional carpet cleaner to clean the spot, alternatively if the hotel has a carpet spot cleaner a trained member of the staff will be asked to clean it.
	I will hang sign on the hallway and doors, asking guest not to take open lidded drinks or package free food trough the corridors. This can avoid the situation, or even worse having it spieled on another guest.
	If the hotel doesn’t have a carpet spot cleaner, I would suggest getting one as that can save money and time. 

	
Guest complains about the room not being hoovered.


	The team member hoovers broke down and take it to the maintenance team, on the meantime the room checker walked pass and seen the room was clean, and marked on the cleaners list as it has been done. The checker moved the trolley to the next room trying to help the cleaner not realising the room is not finished.
	Ensure team members communicate whit each other and things not getting forgotten. And inform team members not to work on each other’s paperwork as it can cause errors.
	Set clear work task so team members know what is in within they task and are not overlapping each other’s work.
	Ensure all equipment are in good working order and every staff knows they tasks.




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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 Our hotel is a well-known brand with a strong reputation for high standards of cleanliness and customer satisfaction​.
To provide exceptional hospitality experiences by prioritizing cleanliness and exceeding guest expectations, Highlighting the importance of customer's reviews, Health and safety and Communication between departments.
· Overview of Trinity Hotel's brand standards and expectations
· Understanding the importance of brand consistency in customer retentions and  happiness. 
· Familiarization with brand guidelines and specific cleanliness protocols following COSHH guidance.


	

[image: ]




	Training Notes: The objective of this training plan is to refresh the skills and knowledge of the housekeeping team By focusing on workplace excellence: effective communication, managing customer reviews, recognizing outstanding employees, providing training opportunities, and actively pursuing income growth, we can create a thriving work environment that promotes personal and professional success. Remember the team to apply these concepts in your daily work to make a positive impact on your team, customers, and your own career progression.
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Training Notes: 
The industry standard of health and safety is followed by Trinity Hotel.Therefore, the following hotel standards keeping in mind the health and safety of our team. Offering guests clean amenities, it makes them satisfied and more likely they will rebook.
Risks: 
· Failure to follow proper health and safety practices can result in the spread of harmful bacteria, viruses, and other pathogens. This can lead to an increased risk of illnesses and infections among guests and staff members.
· While cleaning can increase the likelihood of accidents and injuries. Slip and fall incidents, exposure to hazardous chemicals, improper handling of equipment, and lifting heavy objects without proper techniques can result in injuries to both employees and guests.
· Not respecting health and safety regulations and standards can lead to legal and regulatory non-compliance (Health and Safety Legislation, 2023). 
· Poor health and safety practices during cleaning can harm the hotel's reputation (Foroudi, 2019).
Employees may feel unsafe and undervalued, leading to decreased productivity, higher turnover rates, and difficulty attracting and retaining talented staff members.
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	Training Notes: COSHH training (COSHH Basic 2023).
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	Training Notes: Recapitulation of the product used in the housekeeping department:
· Introduction to the cleaning products, equipment, and their proper usage
· Explanation of product label, safety instructions, and precautions
· Hands-on training on the correct handling and storage of cleaning supplies
· Why is important to have a eco-friendly product? (Bearth, Siegrist 2019). 
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	Training Notes: Steam disinfectant
· Why?
· Benefits (Polty, 2023)
Bed bug prevention (Parola Izry, 2020).
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	Training Notes: Regularly inspect and maintain cleaning equipment, such as vacuum cleaners, mops, and dusters.
Make sure all the tools are tidy , functional , and secure to be used.
Replace worn-out or damaged equipment promptly (Longarth, 2020).
Train staff on the proper usage and care of cleaning equipment.
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	Training Notes: Bedding
Follow appropriate protocols for handling and laundering linens and bedding.
Change bed linens and pillowcases regularly or upon guest check-out.
Launder and fold linens according to the hotel's standards.
Inspect linens for stains or damages and replace if necessary.
Store clean linens in a designated, clean area to keep it clean.
(Rutherford, O’Fallon, 2007).
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	Training Notes: The importance of preparing the trolley properly for the next day. Remember, an efficient and well-organized housekeeper trolley enhances productivity, reduces time wastage, and enables housekeeping staff to provide consistent and high-quality cleaning services.
Regularly restock and organize the trolley to ensure all supplies are available and easily accessible.
Keep the trolley clean to maintain a professional appearance.
Conduct regular inspections of equipment and supplies to identify any maintenance or replacement needs.
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	Training Notes:
	Prioritize personal protective equipment (PPE) usage, including gloves and masks, especially when handling potentially hazardous substances.
Follow proper hand hygiene protocols, including frequent handwashing with soap and water or using hand sanitizers.
Adhere to health and safety guidelines, including proper disposal of waste and chemicals.
Report any safety concerns or incidents to your manager.
(Health and Safety Executive 2023).

Thank the audience the attention.
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