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OVERVIEW OF HOUSEKEEPING DEPARTMENT 

The housekeeping department at Ibis Greenwich is responsible for ensuring the cleanliness, hygiene, and overall maintenance of guest rooms, public areas, and back-of-house spaces.
One of the primary responsibilities of the housekeeping department is to clean and prepare guest rooms for incoming guests. This includes making beds, dusting surfaces, vacuuming carpets, cleaning bathrooms, and replenishing amenities such as toiletries and towels.
Housekeeping staff are also responsible for cleaning and maintaining public areas of the hotel, including lobbies, corridors, elevators, and restrooms. This ensures that guests encounter a clean and welcoming environment throughout their stay.
Ultimately, the goal of the housekeeping department is to provide a comfortable and enjoyable experience for guests. Understanding guest preferences and responding promptly to their needs is paramount in delivering exceptional service.

[bookmark: _Toc159288062]Section 1: Reflection on Experience and Personal Development 

Shadowing a housekeeping supervisor allowed for firsthand observation of leadership skills in action. I witnessed how the supervisor effectively communicated expectations to staff, delegated tasks, and motivated team members to deliver exceptional service. This experience highlighted the critical role of strong leadership in setting the tone for service excellence and maintaining high standards.
The shadowing experience provided an opportunity to learn about the operational procedures specific to the housekeeping department. This included understanding the workflow for room cleaning, inspection protocols, inventory management, and coordination with other hotel departments. Understanding these procedures is crucial for ensuring smooth operations and meeting guest service expectations efficiently.
Through shadowing, I gained a deeper appreciation for the importance of quality control and attention to detail in housekeeping. I observed how the supervisor conducted thorough inspections of guest rooms, paying close attention to cleanliness standards and identifying areas for improvement.
My previous industry experience, placement, and academic journey significantly contributed to my understanding of communication, teamwork, task management, personal skills, and guest services. Through hands-on experience, coursework, and internships, I developed a solid foundation in hospitality principles, customer service, and operational management, which complemented my shadowing experience in the housekeeping department.
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Work-based skills and technical knowledge are essential for effectively managing hotel administration, as they contribute to efficient operations, guest satisfaction, and overall success.
Work-based skills like attention to detail, time management, and problem-solving are vital in providing high-quality housekeeping services. For example, during the shadowing experience, observing how the housekeeping staff meticulously cleaned rooms inspecting guest rooms for cleanliness, paying attention to details such as dusting surfaces, vacuuming carpets, and sanitizing bathroom fixtures  and promptly addressed guest requests provided insights into the importance of these skills.
Clear communication is essential for coordinating tasks, addressing guest requests, and reporting maintenance issues to ensure prompt resolution.In Ibis Hotel I observed housekeeping staff communicating by mobile device  on Whatsapp to coordinate room assignments, request supplies, and report maintenance issues. Their effective communication streamlined operations and facilitated timely responses to guest needs.
Another important skill is quality control to ensure that standards are mentained . Understanding quality standards, inspection criteria, and utilizing inspection tools or checklists are essential for monitoring and improving cleanliness levels.
While shadowing, I witnessed housekeeping supervisors conducting regular room inspections using standardized checklists to assess cleanliness and identify areas for improvement.  Their commitment to quality control ensured that guest rooms consistently met the hotel's cleanliness standards.
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Organisational issues in the housekeeping department can significantly impact the overall operations and guest experience within a hotel. Some common organizational issues in housekeeping include:
Staffing Shortages: A shortage of housekeeping staff can lead to delays in room cleaning and turnover, resulting in guest dissatisfaction and increased workloads for existing staff. This can also affect the overall cleanliness and maintenance of the hotel.
Inadequate Training: Insufficient training programs or lack of ongoing training for housekeeping staff can result in inconsistent cleaning standards, improper use of cleaning equipment and chemicals, and higher rates of errors or accidents.
Poor Communication: Ineffective communication between housekeeping staff, front desk personnel, and other departments can lead to misunderstandings, delays in room assignments, and difficulties in coordinating tasks and priorities.
Quality Control: Inconsistent quality control measures or lack of oversight can result in varying cleanliness standards across rooms and areas of the hotel, impacting guest satisfaction and reputation.
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To enhance communication, teamwork, task management, personal skills, and guest services within the hospitality industry, consider the following action plan:


Communication:

· Implement regular team meetings or huddles to discuss priorities, share updates, and address any issues or concerns.
· Establish clear communication channels between housekeeping staff, front desk personnel, and other departments to ensure seamless coordination.
· Provide training on effective communication techniques, including active listening, empathy, and conflict resolution, tailored to the needs of housekeeping staff.
Teamwork:

· Encourage collaboration and teamwork among housekeeping staff through team-building activities and exercises.
· Implement a buddy system where experienced staff mentor and support new hires, fostering a culture of teamwork and knowledge-sharing.
· Cross-train housekeeping staff on different tasks and areas within the department to promote flexibility and teamwork during peak periods or staff shortages.
Task Management:
· Develop standardized procedures and checklists for common housekeeping tasks, such as room cleaning and inspection, to ensure consistency and efficiency.
· Utilize task management tools or software to assign and track tasks, prioritize workloads, and monitor progress in real-time.
· Conduct regular training sessions on effective task management techniques, time management, and organization skills tailored to the needs of housekeeping staff.


Personal Skills:

· Offer training and development opportunities to enhance personal skills such as time management, problem-solving, and stress management.
· Provide workshops or seminars on topics such as customer service skills, professionalism, and cultural sensitivity to improve interpersonal skills and guest interactions.
· Encourage self-reflection and goal-setting among housekeeping staff to identify areas for personal growth and development.



Guest Services:

· Provide ongoing training on guest service standards and expectations, emphasizing the importance of cleanliness, attention to detail, and responsiveness to guest requests.
· Empower housekeeping staff to proactively identify and address guest needs or concerns during room cleaning and inspection processes.
· Implement a system for collecting guest feedback on cleanliness and service quality, and use this feedback to identify areas for improvement and recognize outstanding performance.
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In summary, the housekeeping department is a linchpin of guest satisfaction, requiring a blend of work-based skills, technical knowledge, and a deep understanding of guest service standards.
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