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Introduction
There are various operations that are performed by the hotel with the purpose of providing excellent service to the customers (Vatan and Dogan, 2021). The portfolio is being prepared with the purpose of understanding the concept of operating hotel facilities. The assignment is divided into three parts that are component, one component two, and component three. The component will include a learning log in which the skills required by housekeeping team will be discussed. The second component will include a practical task in which an action plan will be prepared on the provided scenario. The third component of the assignment will include a presentation will be prepared to provide training to housekeeping team and ensure that all the health and safety procedures are being followed. 


	Component One:
What are the key skills required when working in the housekeeping team? 750 words (+/- 10%)


	Hospitality industry can be explained as the core part of service industry that includes services related to food, lodging, drink, theme parks, and event planning in order to provide enjoyable experience to employees. Different services provided by hotels include catering, room service, dry clean, and housekeeping. The housekeeping department of the hotel is very important that is responsible for maintenance, cleanliness, handling back areas, and public areas, aesthetic upkeep of room, and maintaining surroundings (Nam et al., 2021). I have been worked as a housekeeper at Hotel Trinity for some years. I was an effective team member and my team was responsible for cleaning the room and after departure, replacing dirty towels and linens, making beds, and restocking guestroom amenities such as notepads, drinking glasses, and toiletries. The responsibilities of housekeeping team also include recycling, removing garbage, and preparing room service trays. The valet laundry items are picked up and returned. These are the main function that I used to handle with my team (Ferdinand and Kitchin, 2017). 
Apart from this, there are certain skills that are required by the employees of the housekeeping department. While working in this department, I have realised that the important skills to be acquired are organisational skills, excellent communication skills, problem-solving skills, interpersonal skills, customer service skills, and ability to work cohesively (Rolfe and Freshwater, 2020).  It is very important to have organisation skills because it helps in ensuring that all the provided tasks are completed on time. Our team leader used to provide a checklist that included all the tasks. While working as a member of housekeeping team, I have analysed that I have good time management skills because I was able to complete all my responsibilities before deadline. I am able to effectively manage my time because I am not reliable on anyone for supporting me and contributing in my work. Apart from this, my experience as a housekeeper has also helped me in identifying that I have effective communication skills because I was able to communicate with guests in their preferable language (Vallen and Vallen, 2012). I used to listen to the requirements of the guests and provide them assistance. This has helped me in polishing my English communication skills that must be acquired by a housekeeper. Beside this, the skill that I have developed while working at this position is organisation skill. Initially, it was very difficult for me to handle multiple tasks as I was not able to organise them and complete them on time. But my experience as a housekeeper in Hotel Trinity has helped me in learning and enhancing these skills. Additionally, I have also developed my knowledge skill because my manager provided me training sessions in which I came to know about the customer behaviour, customer expectations, and their preferences. This has improved my knowledge regarding hotel operations and customer expectations. However, I faced difficulties in providing satisfactory service to the customer at the initial stage but after three months, it was not that much difficult task for me to handle the customers with different behaviours (Rolfe and Freshwater, 2020). 
It can be explained that the housekeeping department of the company is highly responsible for maintaining the high standards of quality and cleanliness that attracts more customers towards the brand. The housekeeping team is also responsible for ensuring that guest areas are spruce and trim. It is considered as the backbone of the hotel because it makes efforts for providing high level of satisfaction to the guests. The functions performed by my housekeeping team included pest control, key control, maintaining cleanliness, linen management, ensuring safety and security of guests, and interior decoration. The major part of revenue in hotel comes from a room that is linked with housekeeping department. I have learned about different behaviour of people and ways to handle them and I can use this knowledge practically (Vallen and Vallen, 2012).  
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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 complains 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?


	
Lack of communication  

	There was not clear communication among the staff members so when one employee took leave then the replacement was not available. The information was not communicated in the team and people were not aware about extra responsibilities 

	I will collect all the members of the team and ask them about their responsibilities for the day. Then I will check that weather I can put any task on hold so that the urgent task can be completed on priority. Then I will inform all the team members about the urgent tasks.
	In order to prevent the company from facing the situation of lack of communication, the hotel will implement use of communication tool Asana so that employees will get the required information and the team can communicate regarding the issue. This strategy will help in resolving the problem in less duration of time.
	The lack of communication can be reduced by encouraging the employees to stay updated with the software and provide quick response to the information provided on communication channel. Also, training will be provided to them regarding the features available in Asana software. 

	
Insufficient staff


	The problem occurred because one of the staff members was on leave and the responsibility provided to the member was regarding room cleaning. Other team members fulfilled their responsibility but the task of room cleaning was still incomplete.
	Two members will be selected who can work as a replacement and complete the task provided to the member who is absent. The reason of selecting two members is that the task will be completed in less time in order to satisfy guests.
	The company should provide instructions to the employees they have to inform on the online group about their responsibilities and pending tasks so that the lack of human resource can be identified before any problem occur.
	The team effectiveness can be improved if the employee will take leave by informing two days prior. This will help the company to in arranging the substitute employee for temporary basis so that lack of human resource will not hinder the functions of the company.

	

Website issues

	There were some kinds of website issues due to which the manager was not able to see the changes in check-in time of guests.  The website is not working properly because it requires to be updated. 
	I will confirm the check-in time by asking the guests to show their confirmation details. This will help me in identifying the issues in the website. Additionally, the company will check the website in front of guests so that they will understand the problem.
	I will take strict action regarding the issues of the website. I will ensure that the employee who handles the website will regularly update the official website so that the changes made by the users can be seen instantly and functions will not be delayed.  

	I will conduct a training session for my team in which the team member will be trained about the technical skills. They will be able to understand the ways to check the website and respond quickly to the users. This strategy will help in improving the reputation of the company. 

	
Ineffective time management 


	It has been observed that the time management of the team is not good so it was not able to save some extra time for emergency situation. If the remaining team members could have completed their tasks on time, the problem might not have occurred.
	An urgent meeting will be conducted in which all the team members will be provided with the urgent tasks that will resolve the problem. The deadlines for the tasks will be provide to ensure that problem do not remain for long time duration.
	The company will work on providing deadline to employees and also ask them to inform to the team leader if they are not able to complete the task on time. In this way, the same problem will not be repeated in future.
	The team leader will provide proper schedule to the members that they can follow on daily basis. All the important discussions will be made on online team in order to save the data and use it whenever required.

	

Early arrival of guests 


	The staffs of the hotel were not aware that guests will arrive early and it was not expected. Early arrival of guests has created problematic scenario.
	During this situation, the company will provide another room of same category to the guests so that they will not have to wait. Also, they will ask for the approval of guest before taking any action. 
	The company will work on making a confirmation call one hour prior to the arrival of guest. It will help in ensuring the actual time of guest arrival and ensuring that the same mistake is not repeated. If there is any kind of changes in the arrival time of guests then the room can be prepared according to the situation. 
	The company should train the employees for completing their duties before time and keeping some spare time that can be used in emergency situation. This strategy will help in effectively maintaining the situation of uncertainty. Also, the guests will not have to suffer if any changes are made in the plan. 



(Source: Bridger, 2018; Cottrell, 2019; Casado, 2012)


















	
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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	Training Notes: It includes services and tools that are focused towards maintaining safety and sustainability of facilities provided by the hotels. Effective management of facilities helps in ensuring that functions are run properly and proper services are provided to the guests. Various functions related to the facility department includes establishment of processes, supporting people, technology integration, facilities improvement, and proper facility management. Many companies work on collecting feedbacks from the employees so that facilities can be improved and more satisfied service can be provided (Srivastava and Kumar, 2021). 
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	Training Notes:
	
The different positions within facility management of Hotel Trinity are described in the table provided above. It is very important for all the team members to fulfil their responsibilities to provide high quality service to the employees. The responsibilities of the team members are also provided in the table (Abisuga et al., 2020). 
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	Training Notes: There are various skills that are required by the members who are included in the operations department of the hotel. Hotel Trinity works on developing the skills in their employees that are provided above. The most important skills that should be acquired by the team are effective communication skills. The staffs of operations management are responsible for interacting with different people such as guests, senior executives, and manager for different purpose (Srivastava and Kumar, 2021). So, they have to be patient and communicate effectively. Apart from this, technical skills are important because most of the customers communicate through online platforms and website and expect quicker response. The time management skills and organisation skills are also important because the tasks provide to the different team members is required to be completed on time. The combination of time management and organisation skill allows the team to efficiently work on the provided task and accomplish the task before deadline. Lastly, interpersonal skills are also important because the person should be able to understand other and think according to the perspectives of others (Lam, C. and Law, 2019). 
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	Training Notes: The different departmental areas of operations have been explained and the skills required by the staff of each department are also identified. The most important area of the operations department is front office department. It is the department that interact with the guest directly. The staff should have great communication skills so that guest will not face any problem at the initial stage. The second department is housekeeping department that requires time management skills. This skill helps the employees in completing all the tasks on time. The areas of operations also include food and beverage service department and the staff must acquire cooking and serving skills. The accounts and credit department are responsible for handling finance and cash flow. Lastly, the human resource department is responsible for having knowledge of every department and latest trends (Vatan and Dogan, 2021).  
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	Training Notes: The employee engagement model is referred to the framework that helps the company in assisting the staff members to feel motivated, satisfied, respected, valued, and trusted. The model of employee engagement used by Hotel Trinity is Maslow’s hierarchy of needs. It explains five different stages of employee needs from which the initial stage is employee physiological needs that includes basic needs such as required breaks, tea/coffee availability, and restroom. Hotel Trinity can fulfil this requirement of employee by providing them required break whenever they feel stressed. The second level explains about the safety and security needs of the employees. At this stage, the company is required to make the employees feel secured and safe at the workplace. The security needs of the employees can be fulfilled by generating policies related to heath and providing health insurance in which the medical expenses of the employees and their family will be covered (Dohlman et al., 2019). The third level explains about the need of love and belonging. This need can be fulfilled by the company through conducting collaboration programs for the employees so that they can interact with each other and share their experience, knowledge, skills, and ideas. The fourth level of the theory explains about the esteem needs of the employees in which the employees expect to get recognised at the workplace. This need of the employee can be fulfilled by conducting rewards and recognition ceremony in which the best performers will be recognised and rewarded by the company. The last stage is the need of self- actualization that can be fulfilled by providing internal growth opportunities and promotions to the employees so that they can showcase their skills and abilities (McCleskey and Ruddell, 2020). 
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	Training Notes:
Various issues faced by the operations department of the hotel related to the facility service delivery include resource allocation, need for technical knowledge, and maintaining industry standards. At times, the required resources are not provided to the team due to which they are not able to perform the functions. Also, it is very important for the staff to work on advanced technologies and handle all the digital accounts of the hotel so that customer will not face any problem. The challenges are faced by the employees that do not have technical knowledge and not able to work on processes. The company also faces challenge regarding the industry standard. It is very difficult to organise the operations in a way that all the standards of the industry are followed. For example, the hotel industry is required to follow the standards provided by ISO 9001 (Choi et al., 2021). 
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	Training Notes: The challenges are provided above that are faced by the operation management department of the hotel and these challenges include management style, health and safety, planning and organisation, and program management. It is very important for the company to pay attention to all these areas so that the functions can be performed smoothly. Apart from this, the leader should ensure that appropriate leadership style has been used that allows employees to learn more. The hotel is also responsible for taking care of health and safety of employees. Proper planning and organisation should be done by the hotel management department. Sometimes, challenges are faced due to cancellation plans of customers and changes made by the customers (Choi et al., 2021).
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	 Conclusion
It can be concluded that the report has explained the concept of operations hotel facilities. There are three components in the assignment that has been attached to the template. The detailed description has been provided for better understanding. The focus has been made on the facilities and services provided by the hotel industry. 
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The presentation will include a training that is required to be followed by the employees.



It will explain about the importance of operations management by focusing on Hotel Trinity.



Different positions available in the operations department will also be identified. 
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Facility management can be explained as the area of hotel operations that is responsible for implementing effective strategies and improving the standard of the facilities. 



Facility Management 













It includes services and tools that are focused towards maintaining safety and sustainability of facilities provided by the hotels. Effective management of facilities helps in ensuring that functions are run properly and proper services are provided to the guests. Various functions related to the facility department includes establishment of processes, supporting people, technology integration, facilities improvement, and proper facility management. Many companies work on collecting feedbacks from the employees so that facilities can be improved and more satisfied service can be provided (Srivastava and Kumar, 2021). 
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Position Responsibility

Facility executive Providing required

resources

Manager Monitoring performance

Housekeeper Cleaning and preparing

room

Assistant manager Providing deadlines

Supervisor Providing instructions
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Different positions within facility management 

		Position 		Responsibility 

		Facility executive 		Providing required resources 

		Manager 		Monitoring performance 

		Housekeeper		Cleaning and preparing room 

		Assistant manager 		Providing deadlines 

		Supervisor 		Providing instructions 













The different positions within facility management of Hotel Trinity are described in the table provided above. It is very important for all the team members to fulfil their responsibilities to provide high quality service to the employees. The responsibilities of the team members are also provided in the table (Abisuga et al., 2020). 
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Effective communication skills 

Organisation skills

Patience skills

Time management skills

Interpersonal skills 

Technical skills 



Importance of work based skills 













There are various skills that are required by the members who are included in the operations department of the hotel. Hotel Trinity works on developing the skills in their employees that are provided above. The most important skills that should be acquired by the team are effective communication skills. The staffs of operations management is responsible for interacting with different people such as guests, senior executives, and manager for different purpose (Srivastava and Kumar, 2021). So, they have to be patient and communicate effectively. Apart from this, technical skills are important because most of the customers communicate through online platforms and website and expect quicker response. The time management skills and organisation skills are also important because the tasks provide to the different team members is required to be completed on time. The combination of time management and organisation skill allows the team to efficiently work on the provided task and accomplish the task before deadline. Lastly, interpersonal skills are also important because the person should be able to understand other and think according to the perspectives of others (Lam, C. and Law, 2019). 
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Different areas of operations Skills

Front office department Communication skills

Housekeeping department Time management
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Cooking skills
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Guest service skills and competencies for different areas of operations

		Different areas of operations 		Skills 

		Front office department 		Communication skills 

		Housekeeping department 		Time management 

		Food and beverage service department 		Cooking skills 

		Accounts and credit department 		Finance and calculations

		Human resource department 		Knowledge skills 













 The different departmental areas of operations have been explained and the skills required by the staff of each department are also identified. The most important area of the operations department is front office department. It is the department that interact with the guest directly. The staff should have great communication skills so that guest will not face any problem at the initial stage. The second department is housekeeping department that requires time management skills. This skill helps the employees in completing all the tasks on time. The areas of operations also include food and beverage service department and the staff must acquire cooking and serving skills. The accounts and credit department is responsible for handling finance and cash flow. Lastly, the human resource department is responsible for having knowledge of every department and latest trends (Vatan and Dogan, 2021).  
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Employee engagement model 














The employee engagement model is referred to the framework that helps the company in assisting the staff members to feel motivated, satisfied, respected, valued, and trusted. The model of employee engagement used by Hotel Trinity is Maslow’s hierarchy of needs. It explains five different stages of employee needs from which the initial stage is employee physiological needs that includes basic needs such as required breaks, tea/coffee availability, and restroom. Hotel Trinity can fulfil this requirement of employee by providing them required break whenever they feel stressed. The second level explains about the safety and security needs of the employees. At this stage, the company is required to make the employees feel secured and safe at the workplace. The security needs of the employees can be fulfilled by generating policies related to heath and providing health insurance in which the medical expenses of the employees and their family will be covered (Dohlman et al., 2019). The third level explains about the need of love and belonging. This need can be fulfilled by the company through conducting collaboration programs for the employees so that they can interact with each other and share their experience, knowledge, skills, and ideas. The fourth level of the theory explains about the esteem needs of the employees in which the employees expect to get recognised at the workplace. This need of the employee can be fulfilled by conducting rewards and recognition ceremony in which the best performers will be recognised and rewarded by the company. The last stage is the need of self- actualization that can be fulfilled by providing internal growth opportunities and promotions to the employees so that they can showcase their skills and abilities (McCleskey and Ruddell, 2020). 
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Resource allocation
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Issues related to facility service delivery 













Various issues faced by the operations department of the hotel related to the facility service delivery include resource allocation, need for technical knowledge, and maintaining industry standards. At times, the required resources are not provided to the team due to which they are not able to perform the functions. Also, it is very important for the staff to work on advanced technologies and handle all the digital accounts of the hotel so that customer will not face any problem. The challenges are faced by the employees that do not have technical knowledge and not able to work on processes. The company also faces challenge regarding the industry standard. It is very difficult to organise the operations in a way that all the standards of the industry are followed. For example, the hotel industry is required to follow the standards provided by ISO 9001 (Choi et al., 2021). 
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Planning and organisation
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The challenges are provided above that are faced by the operation management department of the hotel and these challenges include management style, health and safety, planning and organisation, and program management. It is very important for the company to pay attention to all these areas so that the functions can be performed smoothly. Apart from this, the leader should ensure that appropriate leadership style has been used that allows employees to learn more. The hotel is also responsible for taking care of health and safety of employees. Proper planning and organisation should be done by the hotel management department. Sometimes, challenges are faced due to cancellation plans of customers and changes made by the customers (Choi et al., 2021).
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The company can work on implementing automation such as luggage carrying robots so that the work load from the employees can be reduced

 

 Proper training and development sessions should be conducted for the employees so that they can develop new skills



Employee collaboration should be encouraged with the purpose of reducing communication gaps. 
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It can be concluded that the presentation provide clear understanding of the hotel facility management and skills that can be developed by the employees to gain success in this department. 
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