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Component One:
What are the key skills required when working in the housekeeping team?
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	Housekeeping plays a crucial role within the service business, particularly in the fast-paced setting of an airport. The housekeeping staff at Luton Airport, which is recognized as one of the busiest airports in the United Kingdom, must possess a range of essential abilities in order to effectively manage operations and provide passengers with an optimal experience (LutonAirport, 2023). Several essential skills include:
· Paying close attention to the smallest of details, that make sure that every area is cleaned to perfection and head off any potential difficulties.
· Effectively sanitizing and setting up spaces in a given amount of time.
· Capable of working on one's feet for long periods of time when cleaning.
· Swiftly resolving any problems that may crop up during the cleaning and prepping processes (Nelson, et al, 2019).
· To guarantee that all employees, guests, and management are on the same page, it is essential to have open lines of communication at all times.
· Expertise in cleaning supplies and machinery; knowing which products and equipment are ideal for which tasks (Nelson, et al, 2019).

Reflecting on My Own Skills using KOLB’s Learning Cycle

Concrete Experience: The first time I worked with the cleaning staff at Luton Airport, it was too much for me. The speed and accuracy needed shocked me, especially during busy travel times. One of my first mistakes was forgetting to restock a room with necessary items, which caused a guest to complain (Sinha, 2023).
Reflective Observation: After thinking about it, I understood how important it is to pay attention to details in this job. Even small mistakes can have a big effect on the guest's experience. The guest had a valid gripe, and it helped me see what I needed to work on (Vince, 2022).

Abstract Conceptualization: Thinking about this in terms of general principles, I immediately thought of the Halo Effect, a cognitive bias in which one's overall perception of a person affects one's impression of that person's character. Even if the room was meticulously cleaned, a guest may have a negative impression based on a single mistake, such as a lack of toiletries. This highlights the importance of paying close attention to every detail (Kayes & Kayes, 2021).

Active Experimentation: I made a checklist for each category of room and stored them on a clipboard so that I wouldn't forget anything in the future. Every time I prepared to leave a room, I would check the list to make sure everything was in order. As a result, I was able to get more done with fewer complaints (Kayes & Kayes, 2021).

Linking to Theoretical Principles and Examples

Effective Communication: The effect of one output feeds back into the system to influence subsequent outputs; this is known as a "Feedback Loop." Guest and employee opinions are very important in the housekeeping industry (Chirumalla, 2017). For example, at Luton Airport passengers can instantly rate the quality of the airport's bathrooms. The cleaning staff is able to make real-time adjustments and improvements because to this continuous feedback loop (LutonAirport, 2023).

Attention to Detail: The phenomenon known as the Halo Effect has the potential to exert a substantial influence on customer impressions (Rosenzweig, 2019). For instance, a research study conducted in multiple hotels revealed that guests frequently associated cleanliness with the overall excellence of their lodging experience. The presence of litter or unsanitary toilet conditions at Luton Airport has the potential to significantly diminish a traveller’s perception of the overall quality of the facility (LutonAirport, 2023).

Teamwork: Tuckman's model of group development places significant emphasis on the crucial role of teamwork. For instance, numerous airport housekeeping workers frequently engage in periodic team-building exercises (Hingst, 2020). At Luton Airport, team leaders implement a monthly regimen of team activities aimed at fostering a pleasant work environment and promoting mutual support among housekeeping teams. This initiative is intended to enhance overall performance and job satisfaction levels (Hingst, 2020).

Problem-solving: One way to solve problems is to use Root Cause Analysis to find the main reasons why things go wrong. For instance, when people kept complaining about how dirty a certain area of Luton Airport was, the cleaning team did a Root Cause Analysis. They found that the problem was a broken cleaning machine, which led to its replacement and a following rise in cleanliness (Wieczerniak, et al, 2017).

Working as part of the cleaning staff at Luton Airport allowed me to have a deeper understanding of the role's complexities and requirements. I have developed as a person and gained a deeper understanding of the impact housekeeping has on guests by applying KOLB's Learning Cycle and drawing connections between my experiences, theoretical ideas, and industry examples.
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	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?


	1. Incomplete Room Cleaning
	The housekeeper had to work quickly because of the packed agenda.
	Please apologize to the guest and re-assign the room so it may be cleaned as soon as possible.
	Examine the timetables followed by the housekeepers to make certain that sufficient time is provided to each individual room.
	The implementation of time management training and the adoption of realistic task allocation strategies are proposed as potential solutions (Macan, 2021).

	2. Missing Cleaning Supplies
	The housekeeping trolley lacked the necessary supplies.
	Immediately make sure that the housekeeper has access to the appropriate items.
	Establish a system of checklists to be used for refilling carts at the beginning and closing of each shift (Quiñones & Rojas, 2022).
	Checks on the inventory on a regular basis and a method for replenishing supplies.

	3. Lack of Training
	The newly hired employee did not receive adequate training.
	Make the necessary arrangements for the housekeeper to receive immediate additional training (Ushakov, et al, 2020).
	Establish a mentoring program in which new employees are teamed up with more seasoned employees to gain experience.
	Training sessions on a monthly basis as well as continual skill assessments (Ushakov, et al, 2020).

	4. Communication Breakdown
	The housekeeper was unaware that someone was currently staying in the room.
	Maintain communication with the front desk in order to guarantee that all of the room status updates are synchronized.
	Put in place a computerized system that can automatically monitor and record the state of each area as it currently stands (Yang, et al, 2022).
	Maintaining a consistent schedule of team meetings and feedback sessions can help ensure alignment.

	5. High staff turnover or weakness
	It's possible that the staff is overworked, exhausted, or that some of them are new and not yet accustomed to the procedures.
	Conduct an analysis of the existing workload of the staff and assess if additional members should be hired or whether shifts should be adjusted (Narayan, et al, 2022).
	Implement a feedback system for staff to report fatigue or any other concerns as well as ensure adequate breaks.
	Boosting morale and ensuring the health and well-being of staff through activities designed to develop teams and promote wellness (Siguaw & Enz, 2020).
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	Training Notes: Introduction: 
· Enhancing employee engagement, brand standards and safety process are the key functions for hospitality management in hotel operation. 
· Hampton by Hilton is the chosen hotel operation in this presentation.  
· This presentation aims to promote employee engagement in our housekeeping team, maintain and boost brand standards to correspond with Hampton by Hilton, and enforce stringent safety protocols for guests and workers.
· This presentation discusses Hampton by Hilton brand standards, staff engagement strategy, and hotel management safety.
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	Training Notes: Employee engagement is the psychological attachment and commitment individuals have to their jobs and company. Workers who are invested in their jobs are more likely to take pride in their work and be content in their careers. In a recent survey, there are 85 percent of housekeepers at a Hampton by Hilton hotel reported being very satisfied with their jobs (Hilton, 2023). The results of this heightened commitment are improved outputs. Employees are less likely to leave a company if they are enthusiastic about their work and feel valued. The visitors of Hampton by Hilton are more likely to receive stellar service from an engaged workforce. Besides, guest satisfaction and loyalty have increased as a result of the consistently high evaluations and testimonials appreciating the staff's warmth and attentiveness (Armstrong & Taylor, 2020).
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	Training Notes: The Employee Engagement Model is a strategy that prioritizes these four factors to maximize employee engagement. For instance, empowering workers is paying attention to their opinions and responding to their suggestions and worries. Team meetings and feedback sessions are typical occurrences at Hampton by Hilton. It is essential that the organization maintains a culture of honesty and trust (Zeithaml, et al, 2017). Employees at Hampton by Hilton can have faith in their leadership because of the company's commitment to open communication. Rewards such as money and praise can go a long way. Employee of the Month awards, performance incentives, and advancement opportunities are just a few of the ways in which Hampton by Hilton recognizes and rewards hard work and dedication. Training and development initiatives for staff members aim to foster growth in knowledge and proficiency. In this way, Hampton by Hilton is committed to the development of its staff through a variety of training and education programs (Hilton, 2023).
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	Training Notes: Members of the housekeeping staff are the authentic ambassadors of the Hampton by Hilton brand. Their commitment to upholding brand values is vital. Employees can use this room cleaning checklist to ensure they are maintaining the brand's high standards. It's a detailed manual that guarantees uniformity (Kotler, et al, 2018). There are quality controls and standards in place to ensure that every room at a Hampton by Hilton is spotless and comfortable. In this process, Hampton by Hilton creates several success stories and incident that improve its brand values in hospitality operation (Hilton, 2023).
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	Training Notes: This slide provides a high-level overview of the most important aspects of health and safety policies. It stresses the significance of staying alert and following safety procedures at all times while cleaning a room (Kotler & Armstrong, 2018). It makes certain that employees at Hampton by Hilton are aware of the potential dangers they face and the need of taking precautions against them. It also stresses the need of reporting events and near-misses to keep the workplace safe at Hampton by Hilton (Hilton, 2023). 
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	Training Notes: This slide offers a summary of the room cleaning checklist as well as its significance in greater context. It highlights the thoroughness of the checklist, the specific cleaning techniques, as well as the significance of preserving quality and remaining in accordance with brand requirements. It also emphasizes the fact that the checklist incorporates safety precautions in order to produce an environment that is both safe and welcoming for guests (Cherrington, 2018).
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	Training Notes: This presentation underlines the significance of training and development opportunities for employees at Hampton by Hilton (Hilton, 2023). It underlines the notion that training is not a one-time event but rather a continuing activity, and that it plays an essential part in the success of employees and their level of job satisfaction. It explains the various ways in which employees and the company can benefit from cross-training and skill diversity. It emphasizes the organization's commitment to investing in staff development as a means of guaranteeing long-term success and quality in the company's operations (Cascio, 2018).
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	Training Notes: The importance of monitoring and receiving feedback as part of the performance management process is the primary topic of this slide. It places an emphasis on the regularity of performance reviews as well as the many feedback channels that are now in place to ensure that assessments are comprehensive (Luthans, et al, 2019). It provides a description of the approach that the company takes to manage performance issues, which includes support as well as remedial action when it is required. It emphasizes the significance of open communication and makes it abundantly evident that all members of the team have a say in the process and may make contributions to the enhancement of it (DeCenzo, et al, 2019).
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	Training Notes: The employees at Hampton by Hilton place a premium on rewarding and praising success. It has systems in place for recognizing and rewarding people who routinely go the extra mile. It offers its employees several benefits and perks (Hilton, 2023). Bonuses, gift cards, and other forms of monetary and non-monetary compensation for outstanding performance are all viable options. They hold monthly events to show their gratitude to their staff and honor their efforts. It emphasizes the importance of making the workplace a place where employees feel valued and respected, which has a beneficial effect on their motivation and dedication to their work (Noe, et al, 2019).

	[image: ]

	Conclusion:
· The presentation has centered on the fundamentals of Hampton by Hilton's dedication to service.
· Its mission is to provide every member of staff with the resources they need to succeed, from room cleaning checklists to brand standards to health and safety policies to training to evaluation of employee performance. 
· The hard work, expertise, and dedication of the Hampton by Hilton staff is what makes the company successful.
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EMPLOYEE ENGAGEMENT

® Increased Job Satisfaction
® Higher Productivity:
® Lower Turnover Rates

® Enhanced Guest Experiences
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EMPLOYEE ENGAGEMENT MODEL

® Voice such as Listening of Employees
® Integrity such as Trust
® Motivation such as Rewards

® Competence such as Training and Development
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BRAND STANDARDS AND BEST PRACTICES

® The role of employees
® Utilizing room cleaning checklist
® Quality checks and standards

® Success story
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HEALTH AND SAFETY PROCEDURES

® Prioritizing safety in room cleaning
® Types of hazards in cleaning
® Personal protective equipment (PPE)

® Reporting incidents and near-misses
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ROOM CLEANING CHECKLIST OVERVIEW

® The checklist components
® Detailed step-by-step cleaning procedures
® Quality checks and standards

® How the checklist aligns with brand standards and safety
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EMPLOYEE TRAINING AND DEVELOPMENT

® The importance of training
® Cross-training and skill diversification
® Investing in employee growth

® Providing continuous learning opportunities
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MONITORING AND FEEDBACK

® Regular performance evaluations
* Feedback mechanisms
® How to address performance issues

® Encouraging open communication
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REWARD AND RECOGNITION

® Recognizing outstanding performance
® Rewards and incentives
® Employee appreciation events

® Impact on employee motivation and engagement
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CONCLUSION:

® The presentation has centered on the fundamentals of Hampton by Hilton's

dedication to service.

® Its mission is to provide every member of staff with the resources they need to
succeed, from room cleaning checklists to brand standards to health and

safety policies to training to evaluation of employee performance.

® The hard work, expertise, and dedication of the Hampton by Hilton staff is

what makes the company successful.
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ROOM CLEANING CHECKLIST
TRAINING PRESENTATION

ENHANCING EMPLOYEE ENGAGEMENT, BRAND STANDARDS, AND
SAFETY PROCEDURES
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INTRODUCTION:

® Enhancing employee engagement, brand standards and safety process are the key
functions for hospitality management in hotel operation.

* Hampton by Hilton is the chosen hotel operation in this presentation.

® This presentation aims to promote employee engagement in our housekeeping team,
maintain and boost brand standards to correspond with Hampton by Hilton, and
enforce stringent safety protocols for guests and workers.

® This presentation discusses Hampton by Hilton brand standards, staff engagement

strategy, and hotel management safety.




