	
[image: UWTSD new Logo]

Component One: Student Journal (learning log) 750 words +/- 10%
Contribution to Overall Module Assessment: 25%
	Student No:
	2226837
	

	
	
Module Title:
	Operating Hotel Facilities
	

	
	Module Code:
	BMIH4006
	

	
	Lecturer:
	Muhammad Cassamo
	

	
	
	
	

	
Usmani  (2023) stated that Housekeeping is the backbone of the hospitality industry, responsible for maintaining cleanliness, orderliness, and functionality in hotels . Housekeepers also attend to special guest requests (Rajak, 2023) This often-underappreciated department performs a diverse array of tasks, including room cleaning, restocking amenities, maintenance, laundry services, and upkeep of public areas. Guest satisfaction, health and safety, operational efficiency, and the overall reputation of the establishment depend on efficient housekeeping. In this student journal, we will explore the key skills required for success within the housekeeping team, reflecting on personal experiences and linking them to relevant theoretical principles and industry examples using Kolb's Learning Cycle.
Key Skills and Principles for the Housekeeping Team
Health and Safety Skills
One of the essential skills in housekeeping is a strong understanding of cleaning and hygiene principles. Thébaud et al. (2019) emphasize that these principles are crucial for maintaining high standards in the hospitality industry. The practical application of this skill involves meticulous room inspections to ensure every corner is spotless. It also includes following sanitation and hygiene protocols to prevent the spread of illnesses and maintain a safe and healthy environment.
Customer Service Skills
As defined by Gilon (2023), customer service is an integral part of the hospitality industry, and it plays a significant role in housekeeping. Exceptional customer service involves delivering support and assistance to guests to ensure their satisfaction and contribute to the financial success of the business. Guest satisfaction is the cornerstone of customer service skills in housekeeping. Ensuring that guests are comfortable and satisfied with the cleanliness and appearance of their accommodations is paramount. This skill is vital for maintaining a positive reputation and encouraging repeat business.
Teamwork
Housekeeping is often a team effort, and teamwork is a fundamental principle in this industry. Collaboration and effective communication among team members are essential for achieving common goals (West, 2012). A harmonious working environment, where team members support one another, is crucial for the success of the housekeeping team.
Environmental Awareness
According to The World Travel & Tourism Council (2022), sustainability is a critical principle that housekeepers should embrace. Environmental awareness and the practice of sustainability are essential in today's world. This principle encourages staff to use resources responsibly, reduce waste, and contribute to eco-friendly practices in the workplace. For example, using eco-friendly cleaning products, minimizing water and energy consumption, and recycling waste are practical steps that housekeepers can take to reduce their environmental impact.
Reflection Using Kolb's Learning Cycle
Clayton (2017) stated that Kolb himself acknowledged that learning is more complex and messier than a simple cycle. He suggested that a spiral might be a more accurate representation. The model serves as a valuable framework for understanding how individuals learn through their experiences and how they can apply this learning in various contexts, especially in the workplace. Through this reflective process, I have gained a deeper understanding of my own skills and how they relate to the key skills required in housekeeping.
Concrete Experience
In my role as a housekeeping team member, I have had the opportunity to apply these key skills in real-life situations. For example, I have meticulously inspected rooms to ensure they meet cleanliness standards, and I have received positive feedback from guests for my attention to detail. I have also worked as part of a team, and effective communication has been crucial in coordinating our tasks and ensuring a smooth workflow.
Reflective Observation
Reflecting on my experiences, I can see how my attention to detail and time management have been integral to my effectiveness as a housekeeping team member. I've realized that by embracing sustainability and using eco-friendly products, I can contribute to a greener workplace and reduce our environmental impact. Moreover, I have seen how exceptional customer service can turn a guest's stay into a memorable experience, leading to positive reviews and repeat business.
Abstract Conceptualization
Connecting my experiences to theoretical principles, I now understand that cleanliness and hygiene principles are not just about routine cleaning but also about preventing the spread of illnesses and creating a safe and healthy atmosphere for guests. Customer service is not just a smile and a greeting but a fundamental aspect of guest satisfaction and business success. Teamwork is not just about sharing tasks but also about fostering a supportive working environment. Environmental awareness is not just a catch word but a responsibility to reduce our ecological footprint.
Active Experimentation
Moving forward, I am committed to further developing my communication, adaptability, and teamwork skills. I will actively seek opportunities to improve in these areas, whether through training, seeking feedback from colleagues, or learning from industry best practices. I will also explore ways to enhance sustainability in our housekeeping practices, such as by introducing more eco-friendly cleaning products and implementing energy-saving measures.
Conclusion
In conclusion, this reflective journal has allowed me to connect my personal experiences in housekeeping to key skills and principles. By understanding the importance of cleanliness, customer service, teamwork, and sustainability, I am better equipped to excel in the housekeeping industry. I look forward to applying this knowledge to provide exceptional service, maintain high standards, and contribute to a positive guest experience while reducing our environmental impact.






















	Component Two: Housekeeping cleaning checklist
Contribution to Overall Module Assessment: 25%
	CHECKLIST
	✅

	Cleaning the Hotel Room
	

	Preparation
	 

	Ensure you have the necessary cleaning supplies, equipment, and a well-organized housekeeping trolley.
	 

	Cleaning the Hotel Room
	 

	Air out the room: - Open windows and balcony doors for ventilation. - Leave the main door open during cleaning.
	 

	Strip the bed: - Remove bed linens and place them in the laundry bin. - Check if a full linen change is requested or a 'turndown' service is needed for multi-night guests.
	 

	Remove rubbish: - Empty waste bins and replace with new liners.
	 

	Replace used cups and refreshments: - Switch used cups, mugs, or crockery with clean ones. - Restock hot drink supplies, minibar items, and note any removed items.
	 

	Dusting: - Dust all surfaces, starting from the top and working down. - Pay attention to hard-to-reach areas, light fixtures, headboards, under the bed, and top of wardrobes.
	 

	Vacuum furniture and upholstery: - Use a vacuum with a specialized brush attachment for upholstered furniture. - Vacuum curtains if applicable.
	 

	Clean surfaces: - Sanitize all surfaces, moving guest possessions as needed. - Wipe down the insides of cupboards or wardrobes.
	 

	Change the bed: - Inspect the mattress for any damage and report issues. - Place fresh sheets and pillowcases on the bed. - Replace decorative cushions or throws.
	 

	Sanitize and dust electricals: - Wipe and sanitize guest phones, televisions, and other electronic equipment. - Dust TV screens.
	 

	Clean the floor: - Sweep and mop hard floors. - Vacuum carpets, starting from an inner corner and working out towards the door.
	 

	Close windows and perform a final check: - Close windows and balcony doors. - Use air freshener if needed to eliminate any lingering chemical smells.
	 

	Deep Cleaning (at least every three months)
	 

	Deep clean carpets using a steam carpet cleaner
	 

	Deep clean upholstered furniture and curtains using a steam cleaner with a specialist attachment.
	 

	Use a floor polisher to restore hard floors and tiles.
	 

	Use a floor polisher to restore hard floors and tiles.
	 

	Wash pillow protectors monthly and replace pillows every two years or as needed.
	 

	Cleaning the Room`s Bathroom
	 

	Open any windows or switch on ventilation units for fresh air.
	 

	Remove towels and mats and place soiled towels in the laundry bag.
	 

	Empty the trash bin and add a new liner.
	 

	Tidy guest belongings for easy cleaning
	 

	Clean the shower and/or bath area: - Use a specialist bathroom surface cleaner or glass cleaner for glass surfaces, tiles, and chrome fittings. - Pay special attention to the drain and remove any hair.
	 

	Clean the sink area and taps: - Use an antibacterial bathroom cleaner. - Wipe the sink, countertop, and taps thoroughly.
	 

	Clean the toilet: - Use a toilet disinfectant and apply bleach if necessary. - Pay attention to areas under the rim and joints of the seat.
	 

	Dust: - Dust light fixtures and ceiling corners to remove cobwebs and dust. - Dust behind and under towel rails and radiators
	 

	Wipe the towel rail clean.
	 

	Restock amenities and toilet paper: - Refill guest toiletries, drinking glasses, and toilet paper.
	 

	Hang clean towels, bath mats, and any robes or slippers.
	 

	Equipment, Supplies, and Cleaning Products
	 

	Ensure your housekeeping trolley is well-equipped with the following items: - Vacuum cleaner - Mop and bucket - Floor cleaner - Surface cleansers and sanitizers - Cleaning cloths - Bleach - Paper towels - Dusting cloths and tool - Furniture polish - Bathroom cleaner - Toilet cleaner - Scrubbing brush - Drain cleaner - Air freshener - Rubber protective gloves - Bin liners - Bathroom bin liners
	 

	Stock guest supplies and amenities on the trolley, including: - Shampoo - Conditioner - Shower gel - Body lotion - Hand soap - Toothpaste or dental kit - Robes and slippers - Towels - Bath mats - Bed sheets and pillowcases - Toilet paper
	 

	If offering a minibar and room beverage service, include: - Mugs - Kettle - Tea and coffee - Sugar and milk - Spoons or stirrers - Mini bar supplies (like alcoholic drinks and snacks)
	 

	Organize the trolley so that items are easily accessible and categorized. Regularly restock the trolley as needed to ensure supplies last for the entire shift.
	 


Supervisor Signature________________



	Based on your completed checklist you will need to write 500 words in essay format discussing the following: 
Introduction
Maintaining brand standards and ensuring impeccably clean hotel rooms is a fundamental aspect of the hospitality industry. A pristine environment not only pleases guests but also safeguards the reputation of the establishment. Achieving this standard requires a meticulously planned and executed process, encompassing cleaning tasks, staff training, and a commitment to excellence.
This process begins with proper ventilation by opening windows and keeping the main door ajar. Stripping the bed, handling linens, and efficient rubbish removal are integral tasks. Thorough dusting, vacuuming of upholstered furniture and curtains, and sanitizing surfaces are meticulously carried out. Bed linens are replaced, and electrical equipment is sanitized. The final step involves floor cleaning and a final room check.
In addition to regular cleaning, deep cleaning tasks are scheduled every three months, including carpet cleaning and floor restoration (Williams, 2019). Moving to the bathroom, fresh air is introduced through open windows or ventilation units. Towels and mats are changed, the trash bin is emptied, and personal belongings are tidied. The shower and bath area are carefully cleaned, sink areas and taps are sanitized, and the toilet is thoroughly disinfected. Dusting includes light fixtures and corners. Amenities and toilet paper are restocked, and clean towels, bath mats, robes, and slippers are hung. The bathroom floor is cleaned last (Williams, 2019).
To ensure efficiency, a well-equipped housekeeping trolley is essential, containing cleaning supplies and guest amenities. Regular restocking maintains supplies for the entire shift. This meticulous process ensures hotel rooms consistently meet brand standards, providing guests with a comfortable and hygienic environment.
To enhance the effectiveness of the housekeeping team, it is essential to establish comprehensive training programs. These programs serve as the foundation for equipping staff with the knowledge and skills necessary for maintaining impeccable cleanliness in hotel rooms.
Within these programs, the focus extends to a diverse range of aspects, including cleaning techniques. Staff members are educated in various cleaning techniques, ranging from the fundamental tasks of dusting and vacuuming to more advanced skills such as tackling stains and preserving the quality of upholstered furnishings. The goal is to ensure that each team member becomes proficient in performing these techniques efficiently and effectively, leaving no room for subpar cleaning practices.
In addition to cleaning techniques, these training programs emphasize the proper utilization of cleaning equipment. Kärcher (n.d.) highlights that housekeeping staff gain proficiency in operating and maintaining equipment like vacuum cleaners, steam cleaners, and carpet extractors. Understanding the intricacies of equipment usage not only results in improved cleaning outcomes but also minimizes the risk of accidents or equipment damage.
Moreover, product knowledge plays a pivotal role in these training initiatives. Staff members acquire a thorough understanding of the cleaning products at their disposal. They learn when and how to use detergents, disinfectants, and various cleaning agents. This knowledge is pivotal in ensuring that these products are applied correctly, effectively, and safely, guarding against surface damage and potential health hazards.
In addition, real-time feedback can also be used to acknowledge and reward exceptional performance. When a team member consistently exceeds expectations, their efforts are recognized on the spot, reinforcing a culture of excellence and motivation. This approach not only leads to quicker issue resolution but also contributes to a culture of continuous improvement, ensuring that the housekeeping team remains adaptable and responsive to the ever-evolving needs and expectations of guests and the brand.
The effectiveness of the checklist lies in its meticulous attention to detail and comprehensive coverage of all essential aspects of hotel room cleaning. Every step and task is carefully designed to ensure that rooms are consistently cleaned to the highest brand standards, leaving no room for oversight (Radley, 2023). The structured approach, including preparation, cleaning processes, and equipment and supplies, ensures that nothing is left to chance, resulting in a pristine environment for guests. Furthermore, the checklist incorporates deep cleaning tasks, scheduled at regular intervals, to maintain long-term cleanliness and hygiene. This methodical and proactive approach is what makes our checklist highly effective in ensuring the highest standards of cleanliness and guest satisfaction ( Muscad, 2023).
Conclusion
The meticulous cleaning process, combined with comprehensive training programs, creates a solid foundation for maintaining brand standards in hotel room cleanliness. The holistic approach leaves no room for oversight, ensuring guests are provided with a comfortable and hygienic environment. By adhering to this approach, hotels can consistently meet the highest standards of cleanliness and guest satisfaction, preserving their reputation and ensuring customer loyalty.
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