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As a student of hospitality, I have learned that working in operating hotel facilities requires a variety of key skills. These skills are essential for providing quality service and maintaining a smooth operation within the hospitality industry. In this learning log, I will discuss the key skills required to work in operating hotel facilities, reflect on my personal experiences and industry examples, and explain how I will apply my theoretical knowledge in the hospitality industry.
One of the key skills required in operating hotel facilities is teamwork (Bakotic and Fazlic, 2016). The hospitality industry relies heavily on collaboration and teamwork to ensure that operations run smoothly. As a hospitality student, I have learned about the importance of working collaboratively with colleagues from different departments and how this contributes to the success of the operation. In my previous work experience, I have learned about teamwork through working in a fast-paced restaurant environment, where every team member plays an essential role in delivering excellent customer service.
Communication is another crucial skill required to work in operating hotel facilities. Effective communication is essential for providing excellent customer service, building strong relationships with guests, and ensuring smooth operation within the hotel (Qu et al., 2018). Clear and concise communication between team members is also critical for ensuring that everyone is on the same page and working towards the same goals (Hancer et al., 2019). As a hospitality student, I have learned the importance of effective communication and the different communication styles required when dealing with guests, colleagues, and management. I have also had practical experience in my part-time job as a server, where I have learned the importance of listening actively and asking clarifying questions to ensure that guests' needs are met.
Technical skills are essential in the hospitality industry, as many aspects of the operation require the use of technology, such as computer systems for booking reservations, processing payments, and managing inventory (Kim and Ritchie, 2014). As a hospitality student, I have learned about different types of technology used in the industry and how to use them effectively. In the hotel industry, technical skills are essential for ensuring that operations run smoothly and that guests receive prompt and efficient service. I plan to apply my theoretical knowledge of technical skills to use technology effectively and efficiently to streamline operations and provide excellent service to guests.
Leadership skills are crucial in the hospitality industry as they are essential for managing teams effectively, motivating employees, and ensuring that the operation runs smoothly (Kim and Lee, 2019). As a hospitality student, I have learned about different leadership styles and techniques and how to apply them effectively in different situations. In the hotel industry, leadership skills are essential for managing teams of employees, ensuring that they are motivated and working towards the same goals. I plan to apply my theoretical knowledge of leadership to manage teams effectively, delegate tasks appropriately, and provide guidance and support to colleagues to ensure that the operation runs smoothly.
Flexibility and adaptability are also critical skills required in operating hotel facilities. The hospitality industry is constantly changing, and employees must be able to adapt to these changes quickly and efficiently (Hultman et al., 2017). In my hospitality courses, I have learned about the importance of being flexible and adaptable, and how this contributes to the success of the operation. My previous work experience in a busy restaurant environment has also taught me the importance of being flexible, as every shift brings new challenges and opportunities to learn.
In conclusion, the key skills required to work in operating hotel facilities include effective communication, teamwork, attention to detail, and flexibility. As a hospitality student, I have learned about the importance of these skills in both theoretical and practical contexts. Through my previous work experience as a server, I have also had the opportunity to apply these skills and gain hands-on experience in a fast-paced hospitality environment. In my future career, I plan to apply these skills to work collaboratively with colleagues, provide excellent customer service, and ensure that operations run smoothly.
The topic of key skills required to work in operating hotel facilities is crucial in the hospitality industry (Song and Lee, 2019). The hospitality industry is highly competitive, and hotels that deliver excellent service are the ones that succeed. By having employees with the necessary skills, hotels can provide exceptional experiences for their guests, build strong relationships with customers, and ensure that operations run smoothly. Additionally, employees with these skills are highly valuable to the industry and have opportunities for career growth and advancement (Teng and Lu, 2017).
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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?


	Guest complaint about an improperly cleaned room on arrival.


	The room was not properly inspected after cleaning or the housekeeping staff did not follow the standard cleaning procedures.
	Upon receiving the guest's complaint, immediately apologize for the inconvenience and send a senior housekeeping staff to the guest's room to inspect the room's condition. If the guest's complaint is confirmed, immediately send a team to clean the room properly, with particular attention paid to the areas identified by the guest. Provide the guest with complimentary amenities or a discount on their stay as a gesture of goodwill. After the issue has been resolved, follow up with the guest to ensure their satisfaction.

	Implement a comprehensive cleaning checklist for housekeeping staff to follow, including a final inspection of each room by a senior staff member before guests arrive. Regularly audit housekeeping staff's work to ensure compliance with the cleaning standards. Additionally, create a system where guests can provide feedback on the room's cleanliness.
	Conduct regular training sessions to ensure housekeeping staff are following the correct cleaning procedures and using appropriate cleaning products. Encourage open communication between the team members and provide a forum to discuss issues and share ideas for improvement. Establish an incentive program to recognize and reward employees who consistently deliver high-quality cleaning services.


	A guest complains about a dirty bathroom
	The bathroom was not properly cleaned or inspected by housekeeping staff.

	Upon receiving the guest's complaint, apologize for the inconvenience and send a senior housekeeping staff to the guest's room to inspect the bathroom's condition. If the guest's complaint is confirmed, immediately send a team to clean the bathroom properly, paying particular attention to the areas identified by the guest. Provide the guest with complimentary amenities or a discount on their stay as a gesture of goodwill. After the issue has been resolved, follow up with the guest to ensure their satisfaction.

	Implement a comprehensive cleaning checklist for housekeeping staff to follow, including a final inspection of each bathroom by a senior staff member before guests arrive. Regularly audit housekeeping staff's work to ensure compliance with the cleaning standards. Additionally, create a system where guests can provide feedback on the bathroom's cleanliness.

	Conduct regular training sessions to ensure housekeeping staff are following the correct bathroom cleaning procedures and using appropriate cleaning products. Encourage open communication between the team members and provide a forum to discuss issues and share ideas for improvement. Establish an incentive program to recognize and reward employees who consistently deliver high-quality bathroom cleaning services. Additionally, consider upgrading the cleaning equipment and products used in the bathroom to improve overall cleaning quality.


	A guest complains about a bad odor in their room.


	The room may have not been properly ventilated or there may be an underlying issue such as mold or mildew.

	Upon receiving the guest's complaint, apologize for the inconvenience and send a senior housekeeping staff to the guest's room to inspect the room's condition. If the source of the odor is identified, take immediate action to address the issue, such as cleaning carpets, changing air filters, or addressing any mold or mildew problems. If the source of the odor is not immediately clear, move the guest to another room and investigate the issue further. Provide the guest with complimentary amenities or a discount on their stay as a gesture of goodwill. After the issue has been resolved, follow up with the guest to ensure their satisfaction.

	Implement a comprehensive cleaning checklist for housekeeping staff to follow, including proper ventilation and airing out of rooms. Regularly inspect rooms for signs of mold or mildew and take prompt action to address any issues. Additionally, consider installing air purifiers in the rooms to improve air quality.

	Provide additional training to housekeeping staff on proper ventilation techniques and how to identify potential mold or mildew issues. Encourage open communication between the team members and provide a forum to discuss issues and share ideas for improvement. Consider investing in air purifiers for all rooms to improve overall air quality and prevent future odor complaints. Additionally, establish a protocol for addressing guest complaints promptly and follow up to ensure guest satisfaction.


	A guest complains about stains on their bedding.



	The bedding may not have been properly cleaned, or there may have been a spill or accident in the room.

	Upon receiving the guest's complaint, apologize for the inconvenience and send a senior housekeeping staff to the guest's room to inspect the bedding's condition. If the stains are confirmed, immediately change the bedding and provide the guest with fresh linens. If the guest's bedding cannot be cleaned, provide the guest with a new set of bedding or move them to another room. Provide the guest with complimentary amenities or a discount on their stay as a gesture of goodwill. After the issue has been resolved, follow up with the guest to ensure their satisfaction.

	Implement a comprehensive cleaning checklist for housekeeping staff to follow, including proper handling and washing of bedding. Regularly inspect bedding for any stains or damage and take prompt action to address any issues. Additionally, consider investing in stain-resistant bedding to prevent future staining.

	Provide additional training to housekeeping staff on proper handling and washing of bedding, as well as stain removal techniques. Encourage open communication between the team members and provide a forum to discuss issues and share ideas for improvement. Consider investing in stain-resistant bedding to prevent future staining and improve overall guest satisfaction. Additionally, establish a protocol for addressing guest complaints promptly and follow up to ensure guest satisfaction. Consider providing guests with a way to request additional bedding or linens during their stay, such as through a mobile app or room service.


	A guest complains about overall poor cleanliness in their room.



	The room may not have been properly cleaned or inspected by housekeeping staff.

	Upon receiving the guest's complaint, apologize for the inconvenience and send a senior housekeeping staff to the guest's room to inspect the room's condition. If the guest's complaint is confirmed, immediately send a team to clean the room properly, paying particular attention to the areas identified by the guest. Provide the guest with complimentary amenities or a discount on their stay as a gesture of goodwill. After the issue has been resolved, follow up with the guest to ensure their satisfaction.
	Implement a comprehensive cleaning checklist for housekeeping staff to follow, including a final inspection of each room by a senior staff member before guests arrive. Regularly audit housekeeping staff's work to ensure compliance with the cleaning standards. Additionally, create a system where guests can provide feedback on the cleanliness of their room.

	Conduct regular training sessions to ensure housekeeping staff are following the correct cleaning procedures and using appropriate cleaning products. Encourage open communication between the team members and provide a forum to discuss issues and share ideas for improvement. Establish an incentive program to recognize and reward employees who consistently deliver high-quality cleaning services. Additionally, consider upgrading the cleaning equipment and products used in the rooms to improve overall cleaning quality. Finally, conduct regular inspections of rooms to identify and address potential cleanliness issues before guests arrive.




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.

	

As the Floor Housekeeping Manager, it is essential to ensure that we maintain the highest possible standards of cleanliness and safety for our guests. This training presentation will help our team to achieve these goals by discussing best practices, employee engagement models, and health and safety procedures.





	Training Notes:

	
Maintaining high housekeeping standards is essential for ensuring guest satisfaction and loyalty, which can lead to repeat business. It can also impact our hotel's reputation and revenue. Poor housekeeping can result in negative reviews and guest complaints, which can lead to a decline in occupancy rates and revenue. To avoid this, we must focus on maintaining cleanliness and organization in guest rooms and public spaces. By doing so, we create a welcoming and comfortable environment for our guests, which can enhance their overall experience and drive positive reviews and word-of-mouth recommendations. Ultimately, high housekeeping standards are critical for achieving our brand goals and long-term success.






	Training Notes:

	
To achieve our goals, we will adopt the Ritz Carlton's Employee Engagement Model as a best practice example. This approach prioritizes employee empowerment, creativity, and customer service. By empowering our employees, we can create a culture of excellence, where our team members take ownership of their work and contribute to the overall success of the hotel. Fostering creativity encourages our team to think outside the box and come up with innovative solutions to improve our housekeeping standards. Prioritizing customer service helps us to anticipate guest needs, provide personalized service, and ensure guest satisfaction. By following this model, we can achieve our brand goals and exceed guest expectations.





	Training Notes:

	Empowering our employees means giving them the tools, resources, and autonomy to make decisions and take ownership of their work. It involves providing clear communication, training, and support to help them succeed. By doing so, we create a culture of excellence, where our team members are motivated to provide the best service possible. Empowered employees are more engaged, committed, and invested in the success of the hotel, which can lead to increased guest satisfaction and loyalty. By empowering our team members, we can create a more efficient, effective, and cohesive housekeeping department, which can contribute to the overall success of the hotel.







	Training Notes:

	
	Encouraging creativity in our housekeeping team means creating an environment where team members feel comfortable sharing new ideas and approaches to improve housekeeping standards. By fostering creativity, we can identify innovative solutions to common challenges and implement new practices to enhance guest satisfaction. This can include streamlining our cleaning processes, introducing new cleaning products, or finding new ways to personalize guest experiences. By encouraging creativity, we can also promote continuous learning and development, which can lead to increased job satisfaction and motivation among our team members. Ultimately, creativity can help us to stay ahead of the competition and improve our overall housekeeping standards.






	Training Notes:
	



	Prioritizing customer service in our housekeeping department means putting the guest at the center of everything we do. It involves anticipating guest needs, providing personalized service, and ensuring guest satisfaction. By doing so, we create a positive guest experience that can drive repeat business and positive word-of-mouth recommendations. Our housekeeping team plays a crucial role in ensuring guest satisfaction by maintaining clean and comfortable guest rooms and public spaces. By providing exceptional service, we can create a lasting impression on our guests, which can enhance our hotel's reputation and revenue. Ultimately, by prioritizing customer service, we can create a culture of excellence and a competitive advantage in the hospitality industry.







	Training Notes:

	
Following health and safety procedures is essential to ensure the safety of our guests and team members. Our housekeeping team plays a critical role in maintaining a safe and healthy environment for our guests by following established procedures for cleaning and disinfecting guest rooms and public spaces. It's important that we stay up-to-date with the latest guidelines and best practices for preventing the spread of infectious diseases, such as COVID-19. By doing so, we can ensure the safety and well-being of our guests and team members and prevent the spread of illness within our hotel. By prioritizing health and safety procedures, we can create a culture of safety and responsibility, which can enhance guest satisfaction and loyalty.







	Training Notes:

	
Establishing clear cleaning protocols and procedures is essential for maintaining high housekeeping standards and achieving our brand goals. Our team members should be trained to follow these protocols and procedures to ensure consistency and efficiency in our cleaning process. This includes identifying high-touch areas, such as door handles and light switches, and using appropriate cleaning products and techniques to disinfect them. It's also important to establish procedures for handling and disposing of waste and linens to prevent the spread of infectious diseases. By establishing clear cleaning protocols and procedures and providing regular training and reinforcement, we can create a culture of excellence and consistency, which can enhance our overall housekeeping standards and guest satisfaction.







	Training Notes:

	
As part of our commitment to health and safety, it's important that our housekeeping team is trained in proper chemical handling and storage procedures. This includes understanding the risks associated with different cleaning products and using them in accordance with the manufacturer's instructions. It's also essential that we provide our team members with the necessary personal protective equipment (PPE) to prevent chemical exposure and injury. By prioritizing chemical safety, we can ensure the well-being of our team members and guests and prevent accidents and injuries within our hotel. By providing regular training and reinforcement, we can create a culture of safety and responsibility, which can enhance our overall housekeeping standards and guest satisfaction.






	Training Notes:

	
By adopting the Ritz Carlton's Employee Engagement Model and following best practices for health and safety procedures, we can improve our housekeeping standards, enhance the guest experience, and ensure the safety of our team members. Let's work together to achieve our goals and exceed guest expectations. By working as a team and following best practices, we can create a culture of excellence in our department.
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Introduction





As the Floor Housekeeping Manager, it is essential to ensure that we maintain the highest possible standards of cleanliness and safety for our guests. This training presentation will help our team to achieve these goals by discussing best practices, employee engagement models, and health and safety procedures.
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Best practices





Employee Engagement Model





Health and Safety Procedures





Importance of House Keeping Standards





Maintaining high housekeeping standards is essential for ensuring guest satisfaction and loyalty, which can lead to repeat business. It can also impact our hotel's reputation and revenue. Poor housekeeping can result in negative reviews and guest complaints, which can lead to a decline in occupancy rates and revenue. To avoid this, we must focus on maintaining cleanliness and organization in guest rooms and public spaces. By doing so, we create a welcoming and comfortable environment for our guests, which can enhance their overall experience and drive positive reviews and word-of-mouth recommendations. Ultimately, high housekeeping standards are critical for achieving our brand goals and long-term success.
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Ensuring guest satisfaction and loyalty, which can lead to repeat business (Harter et al., 2013).





Poor housekeeping can result in negative reviews and guest complaints





Create a welcoming and comfortable environment for our guests, which can enhance their overall experience





Best Practice Industry Example

Source: (Lin and Ma, 2010)





To achieve our goals, we will adopt the Ritz Carlton's Employee Engagement Model as a best practice example. This approach prioritizes employee empowerment, creativity, and customer service. By empowering our employees, we can create a culture of excellence, where our team members take ownership of their work and contribute to the overall success of the hotel. Fostering creativity encourages our team to think outside the box and come up with innovative solutions to improve our housekeeping standards. Prioritizing customer service helps us to anticipate guest needs, provide personalized service, and ensure guest satisfaction. By following this model, we can achieve our brand goals and exceed guest expectations.
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Ritz Carlton's Employee Engagement Model 





Employee empowerment





Creativity





Customer service





Employee Engagement Model - Empowerment





Empowering our employees means giving them the tools, resources, and autonomy to make decisions and take ownership of their work. It involves providing clear communication, training, and support to help them succeed. By doing so, we create a culture of excellence, where our team members are motivated to provide the best service possible. Empowered employees are more engaged, committed, and invested in the success of the hotel, which can lead to increased guest satisfaction and loyalty. By empowering our team members, we can create a more efficient, effective, and cohesive housekeeping department, which can contribute to the overall success of the hotel.
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Giving them the tools, resources, and autonomy to make decisions and take ownership of their work





It involves providing clear communication, training, and support to help them succeed (Bakker and Demerouti, 2008)





Empowered employees are more engaged, committed, and invested in the success of the hotel (Pienaar et al., 2015)





Employee Engagement Model - Creativity





Encouraging creativity in our housekeeping team means creating an environment where team members feel comfortable sharing new ideas and approaches to improve housekeeping standards. By fostering creativity, we can identify innovative solutions to common challenges and implement new practices to enhance guest satisfaction. This can include streamlining our cleaning processes, introducing new cleaning products, or finding new ways to personalize guest experiences. By encouraging creativity, we can also promote continuous learning and development, which can lead to increased job satisfaction and motivation among our team members. Ultimately, creativity can help us to stay ahead of the competition and improve our overall housekeeping standards.
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Creating an environment where team members feel comfortable sharing new ideas and approaches to improve housekeeping standards





Promote continuous learning and development, which can lead to increased job satisfaction and motivation among our team members





Identify innovative solutions to common challenges and implement new practices to enhance guest satisfaction (Giaimo and Hudson, 2014)





Employee Engagement Model - Customer Service





Prioritizing customer service in our housekeeping department means putting the guest at the center of everything we do. It involves anticipating guest needs, providing personalized service, and ensuring guest satisfaction. By doing so, we create a positive guest experience that can drive repeat business and positive word-of-mouth recommendations. Our housekeeping team plays a crucial role in ensuring guest satisfaction by maintaining clean and comfortable guest rooms and public spaces. By providing exceptional service, we can create a lasting impression on our guests, which can enhance our hotel's reputation and revenue. Ultimately, by prioritizing customer service, we can create a culture of excellence and a competitive advantage in the hospitality industry.
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Putting the guest at the center of everything we do.





Create a lasting impression on our guests, which can enhance our hotel's reputation and revenue





Create a positive guest experience that can drive repeat business and positive word-of-mouth recommendations (Hossain and Kumar, 2018)





Health and Safety Procedures





Prioritizing customer service in our housekeeping department means putting the guest at the center of everything we do. It involves anticipating guest needs, providing personalized service, and ensuring guest satisfaction. By doing so, we create a positive guest experience that can drive repeat business and positive word-of-mouth recommendations. Our housekeeping team plays a crucial role in ensuring guest satisfaction by maintaining clean and comfortable guest rooms and public spaces. By providing exceptional service, we can create a lasting impression on our guests, which can enhance our hotel's reputation and revenue. Ultimately, by prioritizing customer service, we can create a culture of excellence and a competitive advantage in the hospitality industry.
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Maintaining a safe and healthy environment for our guests by following established procedures for cleaning and disinfecting guest rooms and public spaces





Ensure the safety and well-being of our guests and team members and prevent the spread of illness within our hotel





Stay up-to-date with the latest guidelines and best practices for preventing the spread of infectious diseases, such as COVID-19





Cleaning Protocols





Establishing clear cleaning protocols and procedures is essential for maintaining high housekeeping standards and achieving our brand goals. Our team members should be trained to follow these protocols and procedures to ensure consistency and efficiency in our cleaning process. This includes identifying high-touch areas, such as door handles and light switches, and using appropriate cleaning products and techniques to disinfect them. It's also important to establish procedures for handling and disposing of waste and linens to prevent the spread of infectious diseases. By establishing clear cleaning protocols and procedures and providing regular training and reinforcement, we can create a culture of excellence and consistency, which can enhance our overall housekeeping standards and guest satisfaction.
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Identifying high-touch areas, such as door handles and light switches, and using appropriate cleaning products and techniques to disinfect them (Janssen and Van Yperen, 2004)





Create a culture of excellence and consistency, which can enhance our overall housekeeping standards and guest satisfaction.





Establish procedures for handling and disposing of waste and linens to prevent the spread of infectious diseases (Mahembe and Engelbrecht, 2014)





Chemical Safety





As part of our commitment to health and safety, it's important that our housekeeping team is trained in proper chemical handling and storage procedures. This includes understanding the risks associated with different cleaning products and using them in accordance with the manufacturer's instructions. It's also essential that we provide our team members with the necessary personal protective equipment (PPE) to prevent chemical exposure and injury. By prioritizing chemical safety, we can ensure the well-being of our team members and guests and prevent accidents and injuries within our hotel. By providing regular training and reinforcement, we can create a culture of safety and responsibility, which can enhance our overall housekeeping standards and guest satisfaction.
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Understanding the risks associated with different cleaning products and using them in accordance with the manufacturer's instructions (Lee and Tsai, 2015)





Ensure the well-being of our team members and guests and prevent accidents and injuries within our hotel (Kousar et al., 2019)





Provide our team members with the necessary personal protective equipment (PPE) to prevent chemical exposure and injury





Conclusion

By adopting the Ritz Carlton's Employee Engagement Model and following best practices for health and safety procedures, we can improve our housekeeping standards, enhance the guest experience, and ensure the safety of our team members.

 Let's work together to achieve our goals and exceed guest expectations. 

By working as a team and following best practices, we can create a culture of excellence in our department.







By adopting the Ritz Carlton's Employee Engagement Model and following best practices for health and safety procedures, we can improve our housekeeping standards, enhance the guest experience, and ensure the safety of our team members. Let's work together to achieve our goals and exceed guest expectations. By working as a team and following best practices, we can create a culture of excellence in our department.
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