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Using Gibbs model of reflection, I have identified the key skills required to work in the Housekeeping team. Based on my experiences and theoretical principles, I show this topic with industry examples.
To be competent in their role, housekeepers need to possess certain fundamental abilities. These abilities can vary depending on the particular responsibilities and workplace of a housekeeper, ranging from providing excellent customer service to being detail-oriented (Indeed, 2023).
Two different types of skills can be distinguished, these are hard and soft skills (Zippia, 2023).
The ability to carry out duties and tasks particular to a certain work is known as a hard skill (Kizel 2023). These can be acquired by formal schooling, on-the-job training, apprenticeships or internships, and certification programs. 
Hard skills usually require the use of specialized tools or software and are centred on specific procedures or activities. They include language-, industry specific- and IT skills (Kizer, 2023). 
As some examples are hoovering or cleaning (Morgan & Mallet , 2022).

Soft skills relate to the interpersonal abilities and intangible qualities that make worker better at his/her job. It is more difficult to measure soft abilities than hard ones. The soft skills include communication, creativity and leadership (Kizer, 2023).
As an example, I would mention the time management skill, which is very essential because housekeepers have a number of cleaning tasks, which they have to complete within limited time Therefore, they should be able to arrange their time a workday to clean each room (Indeed,2023).
The time management skills include for instance the organisation or planning, communication, problem –solving, etc. These are necessary for a housekeepers to organise their schedule (Keiling, 2023). 
Organisation, planning mean keeping a clear image of what has to be done when by staying organized. Keeping an updated schedule, being able to quickly find specific documents, keeping your surroundings neat. Communication includes expressing problems in a timely way and ask questions when needed to keep everyone. In addition, problem-solving is important to overcome obstacles and complete tasks on time and keep team members in sync with one another (Keiling, 2023).
The housekeepers’ work based on some principles, which are compulsory to follow.
These are cleaning and hygienic, safety and security, comfort and privacy principles and the décor (Tutorialspoint , 2023).

Firstly, cleaning and hygienic principles include for example being cautious not to harm different surfaces or detract from their look when cleaning and polishing them, removing spider webs, water stains or making sure there is room for traffic in the corridor when you park the chambermaid's cart, and so on (Tutorialspoint ,2023)

Secondly, safety and security principles mean wearing strong gloves to protect their body from dangerous toxins, indicating moist floors, using a caution sign, using the security department's assistance to keep the guests safe or in the event of an accident resulting from improper handling of flammable liquids or any other reason, notify the supervisor, etc (Tutorialspoint ,2023)

The comfort and privacy principles are respecting the privacy of visitors by avoiding interfering with their sleep or time spent at the hotel, particularly when performing duties, keeping any personal information, they learn about visitors confidential. They must not read into other people’s articles. Moreover, they must keep an air of confidence, particularly when assisting visitors (Sully, 2022).

Furthermore, finally, the décor is the last principle to be mentioned. The first aim for cleaners should be to make sure guests have a comfortable stay. A pleasant stay for guests in a hotel can be enhanced by hanging a painting on a wall, strategically planting greenery indoors, and decorating a corner with lots of flowers. In order for housekeepers to properly maintain and care for these ornaments, they also need to be well-versed in interior design nuances (Sully, 2022).

In reflection on my experiences in the housekeeping team, I have gained lots of valuable experiences. I feel enthusiastic, eager to develop all my skills, which are essential to do my duties in this industry. I learnt a lot during my training, I had some mistakes, but they taught me to cope with the obstacles and do my tasks more efficiently and properly. In my view, this field suits my personality because I am flexible, I have a good communication and multiple language skills, I can solve problems quickly. During my training, I had some bad experience as well, such as lots of stress because I had to complete all of my duties properly in time and I had to hurry to finish every task. 
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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?


	The toilet is not properly cleaned. 


	The housekeeper did not clean it neatly. 
	I am going to order the housekeeper to go back to the room and tidy the toilet properly and then I will check it in person. 
	I will check the housekeepers’ work more common and more precisely. 
	I would pay attention to employees' concerns and preserve a happy work environment to improve the effectiveness. 

I would introduce calculating labour demand with a smart scheduler.

	The bed linen is dirty.


	The guest stained the bed linen and there is bed linen change every third day. 
	I am going to calm down the guest and apologise. I am going to explain we change the bed linen every third day. I am going to order the housekeeper to go to this room and change the linen. 
	I will emphasize more this information to the guest and tell him/her to understand and apply the hotel’s standard. 
	I would introduce calculating labour demand with a smart scheduler.to.improve the effectiveness.

	The shelf is dusty in the room. 


	The housekeeper forgot to dust the shelf because she was in hurry.
	I am going to talk to the housekeeper and order her to go back to the room and dust the shelf. 
	I will check the housekeepers’ work more common and more precisely.
	I would introduce calculating labour demand with a smart scheduler.to.improve the effectiveness.

	There is crack on the wall.


	The housekeeper did not notice the crack on the wall. 
	I am going to check the problem in person then I am going to tell the problem care and maintenance to repair the crack. I am going to set the room in pick-up condition. 
	After the housekeepers have checked the room, I will go to the room and check it again more accurately.
	I would record patterns and occurrences when conducting business.

	The guest felt cold in the room. There is a problem with heating. 


	The heating system went wrong.
	I am going to check the problem in person then I am going to tell the problem care and maintenance to solve the problem. I am going to set the room in pick-up condition.
	After the housekeepers have checked the room, I will go to the room and check it again more accurately.
	I would record patterns and occurrences when conducting business.




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.

	
Purpose of training for housekeeping team: 
to improve the performance, efficiency , avoid future mistakes
In-person training 


	Training Notes:

	Discussing key skills based on the principles, which are necessary to work as  a housekeeper
e.g:- time management 
      - good problem-solving skill
      - communication, etc.


	Training Notes:

	
Using video tutorials to make the learning easier 

	Training Notes:

	
Showing the latest cleaning methods to increase efficiency –video tutorial
Asking senior, experienced housekeepers to help in the presentation 


	Training Notes:

	Using video tutorial demonstrating the proper using of all the cleaning equipment and products following the Health and Safety procedures


	
Training Notes:	



	
Using photo tutorial showing how to wear the employee uniform 


	Training Notes:

	
Using photo tutorial introducing the hotel rooms
Including- how to make a bed properly
How to stack towels and fold napkins
How to hoover the carpet
How to clean the toilet, bath, shower, etc. 


	Training Notes:

	 Detailed checklist
    -   to check the tasks
     -  establishing housekeeping standards

   Result: 
· precise , completed work
· keeping the staff motivated
· eliminating stress


	Training Notes:

	
Using digital SOPs daily is useful for both housekeepers and managers as well 
SOPs-digital standard operation procedures 

· to follow the latest Health and Safety procedures
· can be useful for next trainings
· help to ensure branding and customer service standards


	Training Notes:

	Summarising the key points
Any question? 

	Training Notes:
	



















Component Two: Housekeeping cleaning checklist
Contribution to Overall Module Assessment: 25%

Employee name:                                           Start Date: 


	
	Date
	Employee signature
	Manager Signature

	Room
	
	
	

	Knowing twice
	
	
	

	Dusting from highest surfaces- curtains, window sills
	
	
	

	Lamps, lights are clean
	
	
	

	All the windows are clean and undamaged
	
	
	

	Checking there is no crack on the walls and ceiling
	
	
	

	Changing the bed linen and making the bed
	
	
	

	Taking out the trash
	
	
	

	Dusting hard surfaces
	
	
	

	Vacuuming the floor, carpet
	
	
	

	Wiping and disinfecting
	
	
	

	If there is a mini bar – checking it is cleaned properly
	
	
	

	If there is a mini bar – stocking it up with drinks 
	
	
	

	If there is a coffee maker- double checking there is enough supply (sugar, stirring sticks, cups)
	
	
	

	Checking all guest stationary (brochures, door cards, message pads, pen, laundry bags, 
	
	
	

	Bathroom
	
	
	

	No stains left on countertops
	
	
	

	Cleaning and disinfecting toilet, shower, sink, tiles
	
	
	

	Replacing towels, bathroom mats , sanitary bags
	
	
	

	Cleaning the mirror
	
	
	

	Cleaning glasses
	
	
	

	Placing toilet rolls and folds
	
	
	

	Sweeping and mopping the floor
	
	
	



	Based on your completed checklist you will need to write 500 words in essay format discussing the following: 
1. How will you ensure that the rooms are cleaned to brand standards? 
1. What measures would you introduce to improve team effectiveness? 
1. Why would you consider your check list to be the most effective? 

A good approach that maximizes housekeeping tasks is necessary to guarantee that the hotel adheres to hotel hygiene requirements. This entails drafting a cleaning checklist and determining the number of housekeeping employees required per shift. By calculating the time, it takes the housekeepers to clean and arrange a room (Hoteliga ,2023).
Moreover, training of the hotel staff can increase the effectiveness because visitors will feel more at ease and take all necessary precautions to ensure their safety when they see how perceptive and knowledgeable personnel is (Burgoscleaning, 2022).
One excellent and powerful tool for communication is the visual sign. The guests will realize that the hotel takes every safety care by looking at the signs that have been put. On the other hand, it is vital that the members of the staff are aware of these instructive indicators (Burgoscleaning, 2022).
Planning a recurring deep cleaning is equally important to be ensured that the hotel rooms are cleaned to brand standards. Not to mention a final step after cleaning and leaving the room, everything must be in its proper position (Burgoscleaning, 2022).

Making a staffing plan can help make sure the company is ready for whatever obstacles that may arise. By lowering the amount of hours worked, employees can avoid burnout and become more productive by assigning staff depending on demand (Epsilon, 2023).
Keeping track of trends and events that occur during corporate operations is one efficient strategy. For instance, if patrons frequently complain about the restaurant's delayed service, management ought to pay attention, deal with any underlying problems before they get out of hand, and approve corrective action (Epsilon, 2023). It is the responsibility of managers to foster innovation and ongoing improvement by fostering open communication and idea and proposal sharing among staff members.
Prioritizing preventative measures over reactive ones is crucial for the hotel sector (Epsilon, 2023). Reactive procedures can be slower and involve more time to identify acceptable solutions and address possible issues before they develop, particularly with regard to maintenance and personnel (Epsilon, 2023).
To accurately measure progress, it is essential to identify critical areas and define unambiguous key performance indicators (KPIs), such as labour utilization, visitor satisfaction, occupancy rate, and cost of goods (Epsilon, 2023).
In order to preserve a healthy work environment, hotel operators need to pay attention to their employees (Epsilon, 2023).

Maintaining the smooth operation of a hotel will be made easier with a system that can give the guest bedrooms extra care and attention when cleaning (Fortador, 2023).
Having a well-organized cleaning cart and a housekeeping checklist outlining all housekeeping responsibilities will help keep your crew motivated (WebstaurantStore ,2021).
By informing staff members as soon as they enter a space, error may be avoidable. Thus, giving cleaning checklists to the staff members is beneficial for their safety. 
To prevent reintroducing dust into the hotel room, always start the cleaning process from the outside in (Fortador, 2023).
Using this checklist to make sure the hotel room is clean and comfortable for the guests, the results will be favourable feedback and satisfied customers (Fortador, 2023). The housekeeping cleaning list can be standardized to help with training all new hires and to give experienced staff members useful reminders (WebstaurantStore , 2021).
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