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Component One

Introduction 
The practice of reflecting is helpful in gathering deeper insight into the actions and experiences. This reflective entry will highlight my placement experience in Delta Hotels by Marriot Heathrow. Furthermore, Gibb’s reflective cycle model which includes six steps to reflect on experiences (Hashim et al. 2023). It will be used as a framework to successfully reflect on my experience. 
Description
I started my placement journey with Delta Hotels by Marriot Heathrow, which has enabled me to work in the housekeeping department. This experience has provided me with the opportunity to learn professional housekeeping. As the Hotel was quite large, I knew this experience would help me in the future career prospects. I have learned the basic techniques that are effective for effective housekeeping that is staffing, planning, and organizing, the requirement of paying attention to the details as well as, the contribution of teamwork. As opined by Sadhale (2021), the housekeeping department performs a key role in the hotel in regard to cleanliness and creating a fresh environment for the guests. This has enabled me to experience different roles in the Delta Hotel.  
Feelings 
I was excited to work in the housekeeping department, but due to the fast-paced environment, there were many guests for the day and they required new rooms. This was quite challenging for me to plan the task in a short time period. However, the team members were collaborative has helped me to cope with the fast-paced environment and hence, enabled me to meet the deadlines. According to Tra (2020), housekeeping requires a lot of teamwork, and the housekeepers need to be responsible, cooperative, sociable, and respectful to the team members. 
Evaluation 
Drawing upon my performance, I have recognised that I am a detail-oriented person who emphasizes perfection, which has helped me perform well in my housekeeping experience. However, I need to focus on my customer service skills in order to effectively reflect on my learnings in this experience. It can be stated that customer service skill is a soft skill that helps in dealing with interpersonal relationships with various kinds of problems, people, and situations (Lyu and Liu, 2021). Thus, it can be stated that I have applied my communication skills, and problem-solving ability has helped me to connect with the customer's needs and my time management skills have helped to multi-task the work to meet the client’s requirements. 
Analysis
During my placement experience, I have understood the significance of housekeeping in maintaining the customer’s expectations. As opined by KILAITI (2020), customer satisfaction is a prediction of intentions to brand loyalty and revisit the hotel. In this case, the guests are required to believe they are attaining highest excellent services. Thus, housekeeping services are seen to contribute to the satisfaction of guests. The housekeeping operations include maintaining cleanliness, and fresh upkeep of back areas, rooms, and other areas within the hotel premises (Pratiwi et al., 2020). Thus, it can be stated that this experience, helped me understand the different roles and tasks that are significant in the hotel to serve customers. 
Conclusion 
From my housekeeping experience at the Delta Hotel, I have learned that effective customer service is an important aspect of the hotel industry. Effective customer service as well as communication skills are necessary for effective housekeeping. Thus, this will help me in my future career prospects. I have learned that effective collaboration and teamwork is crucial. Communication skill has a positive effect on self-efficacy, which helps in improving performance and relationships with teams or customers in the hotel and tourism industry. This experience has influenced my perception and motivated me to boost these skills for my personal and professional development. 
Action plan  
	Objectives 
	Specific 
	Measurable 
	Achievable 
	Relevant
	Time-bound 

	Improve my customer service skill 
	Seek customer's and peers' feedback 
	Try to adapt and understand the needs of customers
	 Try to attend to customers in the service.
	Aligns with hospitality career. 
	5-6 months

	Improve my communication skill 
	By adhering to active listening practices
	Paying attention to the details of the other speaker.
	Practice my body language 
	Ensures the message is being received and delivered effectively.
	3-4 months 


Table 1: Action plan
(Source: Self-developed)
It can be stated that communication skills are extremely significant skills for students in the tourism and hospitality industry (Lertchalermtipakoon et al. 2021). Effective customer service is the foundation of the hospitality industry which is in line with the expectations of customers essential for the business (Ali et al. 2021). Thus, these are the skills I need to develop for my future career. 
Conclusion
It can be concluded that my housekeeping experience has helped me gain confidence while working in a collaborative team. I have recognised that I need to develop my communication skills as well as customer service skills. 
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Component Two: Health and Safety Guide 

Practical task – Scenario.
Introduction
Lack of awareness about safety and health practices can lead to several issues in the workplace while cleaning as a role of housekeeper. Thus, in such cases, it is important to understand the necessary precautions and solutions to create a secure and safe working environment. 
Identify potential risks
In housekeeping activities, there can be various types of injuries such as intense physical workload as well as over-bold motions which can lead to back injuries. Heavy upper limb motions can injure the shoulder, neck, and arms. It can be stated that housekeeping is a very tiring and physically demanding job (CCOHS, 2023). It can be stated that housekeepers tend to face ailments due to repetitive movements such as cleaning, scrubbing, making the bed, and pushing a cart, which increases the chances of getting hurt by the furniture's movements mostly as a result of working under the pressure of time limits. The main strategies or best practices for housekeepers in the hotel are medication, IPE, physical activity, and ergonomics knowledge (Chela-Alvarez et al. 2022). Thus, it can be stated that the government has also initiated legislation such as Health and Safety at Work, etc. Act 1974, Pressure Systems Safety Regulations 2000, Workplace Regulations 1992, and so forth. Thus, it can be stated that safety is a significant component of creating a healthy and positive workplace. Drawing upon this, Delta Hotel has initiated a Housekeeping Model for effective housekeeping Stayover Services which offer daily full services as per the customer's demand (Marriott, 2023). Thus, businesses and professionals are learning about the best practices for maintaining cleanliness. 
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Figure 1: Protection Through Better Housekeeping Practices
(Source: CCOHS, 2023)
Precautions: 
The necessary precautions to prevent accidents and other adverse impacts are providing personal protective equipment, tool inspection, first aid training, procedures, emergency procedures, safety regulations, recording findings and updating the potential issues, safety training, safety meetings at the workplace, and health and safety plan (Hettiarachchi and Coomasaru, 2021). It can be stated that safety meetings should be carried out including safety advisors, which will address the safety policy of the firm and details of the safety plan. It can be stated that Delta Hotel provides training and development programs for the housekeeping department to foster effective services (WayUp, 2024). Safety examination can be conducted on a weekly basis, along with daily inspection of the equipment and tools in order to ensure they optimally work in order to prevent further injuries (Kusuma et al. 2022). It can be stated that safety training should be provided to the staff in order to prevent any injuries and pay attention while conducting heavy movements. 
Procedures: 

Figure 2: Procedures
Equipment: 
During room cleaning:
There can be various equipment and tools such as vacuum cleaners, gloves, bucket disinfectants, brushes, floor mopping, floor cleaning detergent or liquid, scrubbing brush, dustpan, and so forth. 
Hazard Mitigation: 
It can be stated that while cleaning the room the potential hazards that the housekeepers can face are exposure to cleaning products with chemicals in it, which can lead to allergic reactions, skin irritation, or respiratory illness. Exposure to infectious disease is transmitted from linens, bodily fluids, or uncapped needles. While cleaning the room accidents can occur such as falls, trips, and slips. Furthermore, it can be stated that fatigue problems from long hours of work or shift work, workplace violence, or manually handling equipment such as carts, vacuums, and mops (CCOHS, 2023). As opined by Guerin and Toland (2020), the theory of planned behaviour highlights the expectancy-value approach in the workplace, where health actions result in outcomes evaluated from a decision-making process for safety. This theory can be used to investigate the indirect and direct relationships between the perception and knowledge that shape workplace safety and workplace health behaviours. 
The practical solutions to the potential hazards are learning about lifting techniques, washing hands frequently, properly wearing protective equipment while handling any products and wearing PPE and shoes. Always have an emergency number as well and use long-handled tools such as mops and dusters to avoid overstretching and overbending. Review safety measures, take disposal containers for sharp objects and needles, as well as train for managing bloodborne pathogens (CCOHS, 2023). Thus, these solutions can help in mitigating the potential issues. 
Conclusion 
It can be concluded that safety practices and measures within the housekeeping department are essential to foster a safe working environment. It can be stated that tool inspection, first aid training, procedures, emergency procedures, safety regulations, recording findings, and updating should be initiated within hotels. 
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Step 1- Prepare the equipment cleaning material and chemicals


Step 2- Put protective equipment such as gloves, masks, and so forth.


Step 3 - Preparing room and floors for cleaning 


Step 4- Removing dirt and thrash from the linen and make the bed


Step 5- Dumb the waste and wipe the floor


Step 6- Clean the bathroom


Step 7- After the cleaning is completed, sanitising and disinfect yourself. 
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