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[bookmark: _Toc127472525]Task 1- Student Journal (Learning Log)
[bookmark: _Toc127472526]What are the key skills required when working in the housekeeping team?
In this journal I will reflect on the topic of the key skills required when working in the housekeeping team. The housekeeping team is an essential component of the hospitality industry, especially in the hotel sector. This team is responsible for maintaining cleanliness and orderliness in the hotel. In this reflection, I will discuss the key skills required when working in the housekeeping team, relate them to the Premier Inn industry and add some examples to enhance my experience to provide a better understanding of the topic. 
During my placement also in this module I came to know that the first key skill required for working in the housekeeping team is attention to detail. The housekeeping team needs to ensure that every room is cleaned thoroughly and that all items are placed in their rightful positions (Singh and Jaykumar, 2019). Attention to detail is vital in ensuring that the room is prepared to the highest standard, ready for the next guest. At Premier Inn the housekeeping team must pay close attention to details, such as ensuring that the bed linens are correctly placed, the bathroom is cleaned and sanitized, and all the room amenities are adequately stocked (Friberg and Midtbøen, 2018). In my previous experience working in the housekeeping team, I learned the importance of attention to detail when making beds, tidying the room, and ensuring that all amenities were adequately stocked. 
The second key skill required when working in the housekeeping team is time management. The housekeeping team needs to work efficiently and effectively to ensure that all rooms are cleaned on time. Time management is vital in ensuring that the hotel runs smoothly, and guests are satisfied (Cottrell, 2019). At Premier Inn, the housekeeping team must complete a set number of rooms in a specific time frame. I learned the importance of managing my time efficiently to ensure that all rooms were cleaned and prepared on time. The third key skill required when working in the housekeeping team is communication. The housekeeping team needs to communicate effectively with other departments in the hotel, such as the front desk team, maintenance team, and management. Effective communication is vital in ensuring that the housekeeping team has the necessary resources to perform their duties effectively (Calvert and Sheen, 2015). For example, if a room requires maintenance, the housekeeping team needs to communicate this to the maintenance team. At Premier Inn, the housekeeping team needs to communicate effectively with the front desk team to ensure that guest requests are fulfilled promptly. In my previous experience working in the housekeeping team, I learned the importance of effective communication when liaising with the front desk team, the maintenance team, and management.
I have learned the importance of physical stamina when lifting heavy objects, pushing trolleys, and standing for long periods. It is one of the most important required skills in the hospitality sector. The housekeeping team needs to perform physically demanding tasks, such as lifting heavy objects, pushing trolleys, and being on their feet for long periods. Physical stamina is vital in ensuring that the housekeeping team can perform their duties efficiently and effectively. At Premier Inn, the housekeeping team needs to be physically fit to carry out their tasks without getting tired easily.  I also acknowledged that adaptability is necessary for the hospitality sector. The housekeeping team needs to be flexible and able to adapt to changing situations, such as unexpected guest requests or changes in room allocations (Friberg and Midtbøen, 2018). Adaptability is vital in ensuring that the housekeeping team can respond to unexpected situations quickly and efficiently. At Premier Inn, the housekeeping team needs to be adaptable to changes in guest requests, room allocations, and cleaning procedures. I learned the importance of adaptability when responding to unexpected situations, such as last-minute guest requests or changes in room allocations.
I understood that the knowledge of cleaning agents and how to use them effectively is essential in ensuring the cleaning of the room. Understanding the hotel's policies and procedures is also important in ensuring that the housekeeping team operates within the hotel's guidelines. I have examined that working in the housekeeping team requires a range of key skills, including attention to detail, time management, communication, physical stamina, and adaptability. These skills are vital in ensuring that the housekeeping team can perform their duties efficiently and effectively, providing guests with a high standard of cleanliness and orderliness (Mooney et al., 2017). I observed that at Premier Inn, the housekeeping team must possess these key skills to ensure that the hotel runs smoothly, and guests are satisfied with their stay. Through my previous experience working in the housekeeping team, I learned the importance of these key skills and how they contribute to the success of the housekeeping team and the overall hospitality industry. 
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Task 2- Assessment of Practical Tasks
[bookmark: _Toc127472529]Action Plan: Guest Complaint Regarding Unclean Room

[bookmark: _Toc127472530]Introduction 
As the newly appointed team leader for a floor within the Premier Inn hotel, I received a complaint from a guest regarding their unclean room upon arrival. The guest was dissatisfied with the quality of cleaning and maintenance of their room and reported their concerns to the front desk team. As the team leader, it is my responsibility to investigate and resolve the issue, as well as implement measures to prevent similar incidents from happening in the future and improve team effectiveness.

[bookmark: _Toc127472531]Why did it happen?
I found that the cause of the issue was a miscommunication between the housekeeping team and the front desk team upon investigation, the front desk team failed to inform the housekeeping team of the change in the guest's room allocation, resulting in the room not being cleaned properly (Johnson et al., 2020). There was a lack of attention to detail from the housekeeping team in checking the cleanliness and maintenance of the room before the guest's arrival.

[bookmark: _Toc127472532]What are you going to do?
· Apologise to the guest: I will personally apologize to the guest for the inconvenience caused and assure them that we will take necessary steps to prevent similar incidents from happening in the future.
· Investigate the issue: I will investigate the issue further and have a meeting with the front desk team and the housekeeping team to discuss the incident and identify the root cause. I will also discuss ways to prevent similar incidents from happening in the future.
· Retrain the team: I will provide additional training to the housekeeping team to emphasize the importance of communication, attention to detail, and double-checking the cleanliness and maintenance of the rooms before guests' arrival. The front desk team will also receive training to improve their communication with the housekeeping team and to ensure that they inform the team promptly of any changes in room allocation (Wilson et al., 2016).
· Introduce new measures: I will introduce new measures to improve team effectiveness, such as:
· Implementing a checklist for the housekeeping team to ensure that they check all areas of the room and report any issues to the maintenance team.
· Setting up a feedback system for guests to report any issues with their rooms, which will be monitored by the housekeeping team (Solomon, 2016).
· Creating a culture of continuous improvement by encouraging the team to share their ideas and suggestions for improving their work processes.

[bookmark: _Toc127472533]How will you prevent this from happening in the future?
To prevent similar incidents from happening in the future, I will take the following steps:
· Improve communication: I will ensure that the front desk team communicates changes in room allocation promptly to the housekeeping team. The housekeeping team will also communicate any issues with the room to the maintenance team.
· Emphasize attention to detail: I will emphasize the importance of attention to detail to the housekeeping team, ensuring that they check all areas of the room and report any issues to the maintenance team.
· Double-check cleanliness and maintenance: I will implement a double-checking system for the housekeeping team to ensure that they check the cleanliness and maintenance of the room before guests' arrival.
· Monitor feedback: I will monitor feedback from guests and use this to identify any areas of improvement and make necessary changes.

[bookmark: _Toc127472534]What measures would you introduce to improve team effectiveness?
To improve team effectiveness, I will introduce the following measures:
· Training: I will provide additional training to the housekeeping team and the front desk team to improve their communication and attention to detail.
· Checklist: I will introduce a checklist for the housekeeping team to ensure that they check all areas of the room and report any issues to the maintenance team.
· Feedback system: I will create a feedback system for guests to report any issues with their rooms, which will be monitored by the housekeeping team.

· Continuous improvement: I will encourage the team to implement measures to prevent such incidents in the future and improve team effectiveness.
· Team-Building: As a team leader I will organize team-building activities to improve communication, cooperation, and trust between team members (Ashcroft, 2015). This will help to create a positive work environment and increase team effectiveness.
· Rewards: As a team leader will introduce a reward system for team members who exceed expectations or provide exceptional services, such as gift cards, vouchers, or extra time off (Beunza, 2019).

[bookmark: _Toc127472535]Conclusion 
In conclusion, as a team leader, it is important to investigate and resolve any issues that arise within the team, such as the guest's unclean room. By identifying the root cause of the issue and implementing measures to prevent similar incidents from happening in the future like improved communication, attention to detail, and training, the team can become more effective and efficient. Introducing a feedback system for guests and creating a culture of continuous improvement can also contribute to the team's success. Organizing team-building activities and implementing a reward system can help create a positive work environment, which will benefit the team and the hotel as a whole.
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[bookmark: _Toc127472538]Introduction 
The hospitality industry is a highly competitive and dynamic sector that requires a workforce that is not only skilled but also engaged and motivated. Employee engagement is critical to ensuring a successful and thriving hospitality business (Sun and Bunchapattanasakda, 2019). This assignment will provide basic training for colleagues within the housekeeping team to ensure the brand standard. This assignment also elaborates on the health and safety procedure in housekeeping work. The housekeeping team is responsible for maintaining cleanliness and orderliness in the hotel, ensuring that the guests have a comfortable and enjoyable stay. This assignment will be investigated the critical skills required for working in the housekeeping team, the role of employee engagement, and the Aon Hewitt Employee Engagement Model as a best practice in the Premier Inn hotel industry. This presentation aims to provide a comprehensive understanding of the importance of employee engagement and its impact on the hospitality industry.

[bookmark: _Toc127472539]Employee Engagement in Housekeeping Staff 
 Employee engagement is a critical factor in the success of any organization, and the housekeeping staff is no exception (Bridger, 2018). The housekeeping team plays an essential role in maintaining the cleanliness and organization of the hotel, which is directly linked to guest satisfaction. Employee engagement is necessary to ensure that the housekeeping team is motivated, committed, and productive (Chandani et al., 2016).
One effective way to increase employee engagement is through recognition programs are an effective way to increase employee engagement. These programs can include employee of the month awards, team-building events, or incentives for achieving specific targets. Opportunities for career advancement are also essential for maintaining employee engagement (Carasco-Saul et al., 2015). The housekeeping team in Premier Inn can access training and development programs that help them enhance their skills and knowledge. This can include cross-training opportunities, leadership development programs, or job shadowing programs. Communication is also essential in maintaining employee engagement. The housekeeping staff in Premier Inn can be kept informed about the hotel's performance, any changes to policies or procedures, and any upcoming events. This can be achieved through regular meetings, newsletters, or an online platform. Providing clear and timely communication shows that the organization values transparency and employee engagement (Mann and Harter, 2016).

[bookmark: _Toc127472540]Employee Engagement Models
Employee engagement models provide a structured approach to improving employee engagement within an organization. These models can identify and address the factors that affect employee engagement, like job satisfaction, leadership, work-life balance, communication, and recognition. The Zinger Model is a popular employee engagement model which measures concentration across workload and performance. Engagement refers to employees' emotional commitment to their work and employer, while enablement relates to employees' ability to perform their jobs effectively. Energy is a measure of employees' level of enthusiasm and passion for their work (Osborne and Hammoud, 2017).

The Aon Hewitt Employee Engagement Model  
The Aon Hewitt Employee Engagement Model is a widely recognized and respected model used to measure employee engagement levels in various industries. Premier Inn can adopt this model to improve its employee engagement levels and enhance the work environment for its housekeeping staff. The Aon Hewitt Employee Engagement Model consists of three key components: Say, Stay, and Strive.
Say refers to the level employees are willing to speak positively about the company. Stay refers to the level of commitment employees have to stay with the company and Strive refers to the group of effort employees are willing to put in to improve their work performance. Premier Inn, adopting the Aon Hewitt Employee Engagement Model would involve implementing strategies that increase employee engagement levels in all three components (Osborne and Hammoud, 2017). For example, the hotel could implement a feedback system where employees are encouraged to speak positively about the company and provide suggestions for improvement. This would increase the Say component of the model, as employees would feel valued and heard.
Premier Inn can introduce programs that provide career growth opportunities for its employees. The hotel could offer training and development programs to help employees improve their skills and career progression. This would show employees that the company is invested in their growth and development, increasing their commitment to staying with it. To improve the Strive component, Premier Inn can implement reward and recognition programs that encourage employees to go above and beyond (Al Mehrzi and Singh, 2016). For example, the hotel could offer bonuses or other incentives to employees who consistently perform at a high level or exceed expectations. This would motivate employees to put in more effort to improve their work performance and achieve better results.

[bookmark: _Toc127472541]Basic training for House Keeping Staff 
The manager of housekeeping staff in premier Inn hotel is responsible for ensuring that the housekeeping team is trained to deliver the highest service to our guests, maintain brand standards, and adhere to health and safety procedures as the floor housekeeping manager. The basic training program is designed to ensure that our housekeeping team is equipped with the necessary skills and knowledge to deliver an excellent guest experience and maintain a clean and safe environment (Heymann, 2015).
Time Management 
Time management is a critical skill for housekeeping staff, as they are often required to complete many tasks within a limited timeframe. As part of their basic training, housekeeping staff can be taught how to prioritize their jobs based on their importance and urgency and how to allocate their time accordingly (Hasnat, 2021). They can also be trained to use checklists and timers to help them stay on track and avoid wasting time on non-essential tasks. Effective time management not only helps to ensure that all tasks are completed within the required timeframe, but it can also help to reduce stress and increase job satisfaction for the housekeeping staff in Premier Inn hotel. With time management training, employers can help to set their employees up for success and improve overall productivity in the workplace (Keogh et al., 2020).
Health and Safety
Health and Safety in the workplace is a crucial aspects that should never be overlooked. The Housekeeping staff is responsible for ensuring that the guest rooms are clean and tidy, which involves using different chemicals and equipment. It is the Housekeeping manager's responsibility to train the staff on the safe handling of chemicals and the use of equipment to prevent accidents and injuries. The Health and Safety training for housekeeping staff should include various topics such as proper handling and storage of cleaning products, the correct use of personal protective equipment (PPE), safe handling of linen, and fire safety procedures (Gupta and Sharma, 2016). The training should also include identifying hazards and reporting any potential safety issues to the management. The Housekeeping manager can conduct regular inspections of the work areas to ensure that the staff follows the Health and Safety protocols. It is also essential to provide ongoing training and support to staff to maintain their knowledge and skills in this area (Gustomo, 2015).
Brand standards
Brand standards are crucial for any business, especially in the hospitality industry. The Premier Inn hotel's brand standards define how the hotel can be represented and what guests can expect from their experience. Housekeeping staff must be trained to understand and adhere to these standards to ensure guest satisfaction and loyalty (Padhi et al., 2015). This means understanding the brand's core values, mission statement, and what makes it unique in the market. In training the housekeeping staff, it is essential to emphasize the importance of upholding the brand standards at all times. This includes ensuring that the rooms are adequately cleaned, presenting a welcoming and professional attitude to guests, and responding promptly to any complaints or concerns. Through consistent adherence to the brand standards, the housekeeping staff can help build and maintain the Premier Inn hotel's reputation for exceptional service and a high-quality guest experience (Hasnat, 2021).
Cleaning Techniques
Effective cleaning techniques are essential for ensuring that guest rooms are well-maintained and meet the standards of the hotel. Training housekeeping staff in the latest cleaning techniques is vital for maintaining a high level of cleanliness, which is essential for the comfort and Safety of guests. Housekeeping staff can be trained on different cleaning techniques, including cleaning products, equipment and tools, and properly cleaning and disinfecting other room areas, such as floors, walls, windows, and fixtures (Mann and Harter, 2016). Training housekeeping staff on effective cleaning techniques will help maintain the hotel's brand standards and ensure that guests have a positive experience. It will also help to minimize the risk of cross-contamination and the spread of illness, which is essential for maintaining a healthy and safe environment for guests and staff (Chandani et al., 2016).
[bookmark: _Toc127472542]Conclusion 
In conclusion, employee engagement is a critical component of a successful and efficient housekeeping team within the hospitality industry, particularly in the Premier Inn hotel sector. The Aon Hewitt Employee Engagement Model provides a framework for understanding and improving engagement, ensuring that the housekeeping staff feels valued, empowered, and motivated to provide excellent service to the guests. Effective communication, attention to detail, time management, and appropriate training are essential skills for the housekeeping team, which is responsible for maintaining a high level of cleanliness and orderliness in the hotel rooms. The basic training helps the housekeeping team receive a refresher on the brand standards and the health and safety procedures to ensure they provide guests with a safe and hygienic environment. Investing in employee engagement and training is essential to a hotel's success and ensures that guests have a positive experience during their stay.
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