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Key Skills to Work with the Housekeeping Team
To work with the housekeeping team, the employees must have some key skills to accomplish the assigned tasks. The important skills for the housekeeping team are identified and they are explained below:
· Time Management Skill: It is one of the most critical skills for the housekeeper. To accomplish the assigned task within a given timeframe is very difficult. Time management skills enable the team members to identify the important tasks and complete them within the due time (Espellita and Maravilla Jr, 2019). This skill is essential for bringing efficiency and productivity to the team. 
· Attention to Details: The team members in the housekeeping team get the responsibility to look after every need and instruction of the clients to make them satisfied with the service. They must be able to notice every single aspect of the cleaning, and instructions to ensure high-quality standards of the hotel brand.
· Communication Skills: Companies in the hospitality and tourism industry seek strong communication skills as it is necessary for rapport building in the team, and providing better service to the customers (Nimri et al., 2020). Strong communication skills help to understand what the clients are expecting from the service and the housekeeping team can perform accordingly. 
· Management Skills: The work related to housekeeping needs careful planning and management. The members of the housekeeping team should have management skills so that they can do the right task at the right moment efficiently (Espellita and Maravilla Jr, 2019). 
· Problem-solving Skills: Housekeepers are exposed to various challenges regarding cleaning, staffing, and complaints management (Raghubalan and Raghubalan, 2016). The team members must be able to solve all these problems in the most innovative ways.
·  Interpersonal Skills: These skills enable the housekeeping team to be courteous, friendly, and polite with the guests (Singh and Jaykumar, 2019). The team members can professionally deal with everyone they face in the workplace.

Reflection on the Key Skills Development 
I will use Gibbs's reflective model for the experience that I have gained from working at Hotel Inn in Sunderland. The model has 6 stages of learning (Williams, Woolliams and Spiro, 2020). These stages are explained below: 
Description: I got my placement at the Holiday Inn in Sunderland to work with the housekeeping team. The housekeeping team is responsible to manage and ensure hygiene and cleanliness in the hotel. My team has to manage and prepare 20 rooms within 30 minutes every day. My responsibility was for four rooms. The work feedback that we provide at the front desk is communicated with the supervisor and management. 
Feelings: As I started my journey to work with the housekeeping team, I had a mix of feelings. I was both excited and nervous. I was very excited and eager to work in a team so that I could demonstrate my housekeeping skills and learning. My teammates contributed great experience by providing their support to make me understand the use of different equipment. However, I faced challenges when I faced some customers who were behaving aggressively and when there was a rush due to the high number of guests visiting. 
Evaluation: I have demonstrated my working capabilities as a housekeeper successfully by demonstrating the key skills. My colleagues and supervisor have provided positive feedback on my work. However, I had a bad experience in a couple of incidents. Once I forgot to check the mini bar in one of the rooms. Then I also missed a spot on the mirror in another room. These incidents have questioned my working capability within the team. 
Analysis: The identified above key skills are very crucial to achieving success as a housekeeper. I have demonstrated all these skills in my placement hotel brand. I could show time management skills as I was given the checklist to accomplish my job. I set goals and started my work. It helps me perform better. Marriott Hotel is a renowned hotel brand which tracks and monitors all of the employee's performance using technologies (Marriott, 2023). I applied my attention to detail skills to make sure that I fulfilled the Hotel Inn's safety and hygiene guidelines and standards. I have created a strong understanding with my team members, supervisor, and other people by interacting with them effectively.  These skills are vital to success in the organisation. Moreover, management skills, interpersonal skills, and problem-solving skills received the attention of the supervisor and my team members as I was doing my job very well. 
Conclusion: I have learnt a lot of things and gained vital experience from the placement. I can use this learning in my future career. However, I should focus on my development activities to overcome the issues I have faced. 
Action Plan: I will read more books, take online courses, and participate in the training program for getting more experience and develop the required skills. 
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Component Two:
Essay: "Effectiveness of the Checklists for the Housekeeping Team”
The housekeeping department is one of the most crucial areas of the hotel brand because this department is concerned with the cleanliness, hygiene, and comfort of the guests (Sampson, 2018). Holiday Inn, Sunderland has been facing guest complaints because of the consistent lack in the housekeeping department. The author has prepared some checklists for the housekeeping. This essay will explain how the checklists will ensure the brand's standards, the effective ways to improve the team performance, and the effectiveness of the checklist. 
Since the guests are complaining about the cleanliness and hygiene of the hotel, the checklist addresses all the cleaning and hygiene aspects of the room and other living areas. The bedroom, outdoor, living area, bathroom, and other areas of the hotel are included in the checklist for cleaning properly (Safety Culture, 2023). The checklist covers activities such as dusting the amenities, vacuuming the floor on flat surfaces, and replenishing the essentials. The checklist also includes the maintenance issues which the housekeeper must make a note of and inform the respected authorities. It ensures that all cleanliness and hygiene aspects are covered, and nothing is missed or overlooked (Casado, 2012). Hence, the checklist will be able to maintain the brand standards. 
To provide superior housekeeping service to the guests, it is important that the housekeeping department has a functioning team. The effectiveness of the team can be increased by establishing clear communication, collaboration, understanding, and a supportive environment (Tavitiyaman et al., 2021). The housekeeping department has to hold meetings and briefings with the team members regularly. In meetings, they should discuss the process and standards of the hotel for cleanliness, hygiene, and other services. The company can invest in technology for introducing a mobile app in which the employees of the company can update their progress in their job responsibilities. Most importantly, the management needs to work and take the initiative to motivate the employees within the team. They should be appraised based on their performance and be given rewards for better performance demonstration (Mangco and Andales, 2023). These actions can be taken to improve the overall team performance. 
The prepared checklist is effective, and it will be able to address the current issues that Holiday Inn in Sunderland is facing. The effectiveness of the checklist lies in the understanding of all points by the housekeeper. The author has constructed the sentences of the checklist clear, simple and comprehensive way so that each of the lists can be easily understood. Unnecessary and redundant information has been avoided and the specific procedures and instructions are given in a systematic way. The checklist covers almost all aspects of housekeeping which increases its effectiveness (Safety Culture, 2023). Hence, the guests' issues will be addressed. If the team members of the housekeeping uses this checklist, they will be able to ensure high-quality guest services. 
The room cleaning checklist created by the author is effective in ensuring the guest's comfort and satisfaction. It can address the issues identified by the management. Moreover, using the checklist, the author will be able to work professionally as a housekeeper and gain more experience in the industry.
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	Training Notes: Housekeeping is an important area of the hospitality industry. Hotel businesses have to rely on this department for cleaning, arranging, managing household chores, bed preparation, and other activities that are much needed for providing a better customer experience. Only luxury facilities do not suffice for a great experience. It is the housekeeping team that makes everything right, keeps the amenities and furniture in place and does the cleaning. The objectives of my training presentation are to inform you of the best housekeeping practices in the hospitality industry, to let you know the emerging issues in this area, to teach you how to use checklists for housekeeping activities, and to train you to be effective in team performance.
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	Training Notes: Before performing our job in a workplace setting, we should keep a complete understanding of the place. It enables us to be well-equipped with the required skills and tactics. My placement was at the Holiday Inn, Sunderland. It is a 4-star rated hotel that is well-known in the city. The hotel has a stunning establishment, and its location is made in the most convenient place so that tourists or visitors can easily reach the hotel. Sunderland City Hall is adjacent to this hotel. Hotel Inn has so many options for the guests including customer service, room service, fitness centre, WiFi, luggage storage facilities, and so on.
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	Training Notes: The housekeeping job is somewhat challenging in the UK hospitality industry. There are so many issues that make the job difficult. 
There exists high turnover and staff shortage in the hospitality industry. As a result, the employees working in the housekeeping team do not have the right skills or experience. In addition, the shortage of employees makes the job difficult for the existing employees because they have to perform more tasks within the same timeframe. The COVID-19 pandemic has changed the housekeeping practices. The staff needs to maintain stringent cleaning and documentation requirements. Many hotel brands use low-quality furniture and amenities which can create great threats to the brand value of the hotel. Because customers will judge this and leave negative reviews. Guest interaction and expectations are two different aspects. When housekeeping staff interact with the guests but fail to understand their expectations, the experience of the guests gets poor. The housekeeping staff's appearance can also create problems if he/she cannot demonstrate professionalism through their behaviour and appearance.
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	Training Notes: Housekeeping jobs become very stressful sometimes and the staff forgets their tasks because so many tasks completed by them overwhelm them. I have prepared checklists that the housekeeping team can use for upholding the brand standard. The checklist covers three aspects. At first, the housekeeper should prepare the bedroom by ensuring that all these checklists are completed. Then, she will clean the bathroom and replenish the necessary items. Finally, tasks in living areas should be completed. By accomplishing all these checklists, the housekeeper will be able to achieve guest satisfaction and comfort.
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	Training Notes: If we want to perform better and address all the feedback and negative reviews, we have to perform as a team. Individual performance is important, but it is more important that we should work as a team. The social identity theory suggests that employees try to find their identity in their team which means the team has to engage all the employees in the decision-making so that they can have a sense of ownership toward the team. I want to engage everyone while making any crucial decisions for our housekeeping departments. There should be good and supportive relationships among everyone. If anyone gets overwhelmed because of the workload, he/she will get the support of the team. Anyone with a better idea or thoughts can come forward as ideas and suggestions are appreciated. We can make sure that we have achieved superior customer satisfaction only when our team is functioning well as expected.
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	Training Notes: If we look at other hotel companies in the hospitality industry, we can see that they have certain established workplace practices that lead them to success. The first practice that I have identified is personalised services. They offer customers personalised services which means customers can structure and choose their desired level of services. It gives them the scope to get the expected services. We can also offer our guests personalised housekeeping services. The Workplace of the renowned hotels have a positive work environment where everyone feels empowered and supported. We can also provide support and collaborate with other staff regarding the room cleaning and housekeeping activities. The staff are given adequate training such as how to use equipment, follow the procedures, and so on. It improves performance. Finally, the use of cleaning materials needs to be environmentally friendly. We should not do any task which can harm the environment.
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	Training Notes: The housekeeping staff can improve the service quality of this hotel brand. For that, everyone needs to work as a team and ensure a supportive environment. 
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Introduction

Housekeeping is a crucial operation of the hotel
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                         Overview of the Hotel Placement                A 4 Star Hotel                              It is situated at a convenient location adjacent to the Sunderland City Hall (IHG , 2023).        It offers facilities such as a fitness centre , business area, Wi - Fi, 24 - hour support from the front desk, room service, luggage storage.
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Checklists for Housekeeping

Bedroom:

o Change bed lines and make the bed.

o Dust everything to make it neat and clean.

o Clean the floor using a vacuum.

o Make the trash bin empty and clean it.

o Keep a record of any lost and found items.

o Check and replenish essential stuff like tissues, toiletries, and water.
o Keep the windows and mirrors clean.

o Arrange and keep the furniture in the proper place.

o Keep track of maintenance issueslike light bulb buout.

Bathroom:

o Toilet, sink, and shower should be cleaned up properly.

o Change used towels with new ones.

o Refill toilet papers, shampoos, and bath soaps.

o Clean the trash bin.

o Oversee the maintenance aspects

Living Area:

o Dust and clean everything including furniture, and other amenities.
o Vacuum the floor to make it clean.

o Keep windows and mirrors clean

Source: (Safety Culture , 2023)
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                               Checklists for Housekeeping  Bedroom:   o Change bed lines and make the bed.  o Dust everything to make it neat and clean.  o Clean the floor using a vacuum.  o Make the trash bin empty and clean it.  o Keep a record of any lost and found items.  o Check and replenish essential stuff like tissues, toiletries, and water.  o Keep the windows and mirrors clean.  o Arrange and keep the furniture in the proper place.  o Keep track of maintenance issues like light bulb burn - out.  Bathroom :   o Toilet, sink, and shower should be cleaned up properly.  o Change used towels with new ones.  o Refill toilet papers, shampoos, and bath soaps.  o Clean the trash bin.  o Oversee the maintenance aspects  Living Area:   o Dust and clean everything including furniture, and other amenities.  o Vacuum the floor to make it clean.  o Keep windows and mirrors clean     Source: (Safety Culture , 2023)
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                         Employee Engagement and Teamwork Employee engagement and teamwork are two crucial factors to ensure superior guest services (Al Mehrzi and Singh, 2016 ) . According to social identity theory, employee's identity is developed from their own team . The employees will be more engaged with the work and the team performance will be better if the following aspects are met : • Relate themselves to the team . • A good and supportive relationship • High level of support from the team (Guan and So, 2016 ) • Opportunities to share their own opinions and ideas        
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                                                                                                                 Industry Best Practices                  Personalisation of the Services ( Katinos , 2016)              Supportive and collaborative work environment (Andrade, Miller and Westover, 2020)         Adequate Training            Environmentally friendly practices (Choy, Cheng and Yu, 2021)   
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Conclusion

The housekeeping team has the
responsibility to take care of the cleaning,
hygiene, and safety aspects of the guests.
The employees should use the checklists
to make sure all the necessary tasks are
performed, and guests get the conform
and better experience.





image19.svg
                         Conclusion The housekeeping team has the responsibility to take care of the cleaning, hygiene, and safety aspects of the guests . The employees should use the checklists to make sure all the necessary tasks are performed, and guests get the conform and better experience .        
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