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	HILTON METROPOLE FACILITIES DEPARTMENT

My placement with the Housekeeping team at the Hilton Metropole Birmingham Hotel provided a hands-on introduction to the hospitality industry. This journal uses Kolb's Experiential Learning Theory to reflect on the critical skills I practiced, my personal growth in these areas, and how theory underpins the practice observed and performed.

My hands-on experience began with the fundamentals of housekeeping—ensuring that rooms are spotless, amenities are fully stocked, and any guest needs are met promptly. To manage the room turnover, this role demanded a high level of diligence and a relentless pace. One particular challenge was preparing a suite for VIP guests on a tight deadline, which required not only efficiency but also an unwavering eye for quality.

During our working day, communication enables tasks to be completed diligently and ultimately makes us, and the company, more professional. In business, communication skills are highly valued (Hall, 2022). 

I noticed the importance of communication in coordinating tasks and ensuring consistency in room standards while observing the dynamics of the Housekeeping department. With the need to quickly adapt to changing priorities throughout the day, time management has emerged as a critical skill. Each member's contributions were critical to the overall success of the hotel's operations, especially during peak check-in and check-out times. Another important skill was customer service; even indirect interactions, such as how a room is presented, have a significant impact on guest satisfaction.

After considering these observations, I linked them to hospitality management theories. Housekeeping's meticulous nature aligns with the principles of Total Quality Management (TQM), in which every detail contributes to the customer's perception of quality (Deming, 1986). The importance of effective time management is echoed by Covey's Time Management Matrix (1989), which emphasises the importance of prioritising tasks that are important but not urgent.
We have many things to do around us that can be professional, personal, or related to relationships. Sometimes, we are packed with hectic routines, and we still waste our energy on the things which are less important or are not part of our job. Yes, it is a good thing to do a favor to others, but when you are not available, you should say not instead of working on things you can't do or things that are not in your control. It would not be a big deal to say no to less important things. It will save your energy and time (Instagantt, 2023). The Housekeeping team's cohesive operation exemplified Belbin's Team Roles (1981), emphasising the importance of diverse roles and teamwork in a successful operation. The direct correlation between our work and guest satisfaction demonstrated customer service excellence, as outlined in the service-profit chain model (Heskett et al., 1994).
Understanding the theory behind the Service Profit Chain begins with accepting the premise that bottom line profitability is achieved by developing customer loyalty, and that a key ingredient of customer loyalty is employee satisfaction. Paying close attention to the key elements that drive profitability in the new service paradigm is essential (Lauveau, 2023).

With this conceptual understanding in hand, I actively sought to improve my approach to each task. I devised a more efficient time management strategy that focused on planning and delegation. Understanding my role on the team enabled me to contribute more meaningfully, frequently taking the initiative to ensure tasks were completed to the highest standard. I focused on minimising errors in room preparation and anticipating guest needs using TQM principles, which directly improved the guest experience and satisfaction.

The placement helped me to better understand key skills like attention to detail, time management, teamwork, and customer service. Each skill was not only practiced but also reinforced by theoretical frameworks, providing a more in-depth understanding of its significance and application in a real-world context.

This reflective practice has helped to bridge the gap between theory and application. The skills I've developed and reflected on while using Kolb's Experiential Learning Theory have been invaluable in fostering not only my personal and professional growth but also my appreciation for the complexities of housekeeping in the hospitality industry.




















Component Two: Housekeeping cleaning checklist
	MONDAY
	TUESDAY
	WEDNESDAY
	THURSDAY 
	FRIDAY
	SATURDAY 
	SUNDAY 

	
	NAME & TIME 
	NAME & TIME
	NAME & TIME
	NAME & TIME
	NAME & TIME
	NAME & TIME

	MORNING 
7AM – 12PM
	
	
	
	
	
	

	AFTERNOON
1PM – 5PM
	
	
	
	
	
	

	EVENING
5PM – 10PM
	
	
	
	
	
	


Contribution to Overall Module Assessment: 25%

HILTON METROPOLE BIRMINGHAM 
CLEANING CHECKLIST. 


	☐ CLEAN DESK TOPS


	☐CLEAN DRESSER TOPS 

	☐VACUUM CORNERS

	☐STOCK HAND TOWELS & TOILET ROLLS 


	☐HEADBOARDS 

	☐WINDOWS FRAME 

	☐SINK AND MIRRORS 


	☐CLEAN TABLE TOPS
	☐DOORD AND TOUCH POINTS

	☐REFILL AMENITIES 


	☐CHAIRS

	☐ARRANGE/CHANGE BEDSHEET
	☐SWEEP AND MOP FLOORS

	☐FRAMES FOR DUST 

	☐REFILL AMENTITIES

	☐SHOWER CLEANED 


	☐WIPE MIRRORS  

	☐VACUUM WHOLE ROOM

	☐CHANGE TOWELS


	☐DRAWERS 

	BATHROOM CHECKLIST

	ADD EXTRA AMENTIES IF ASKED


	☐ TELEPHONE

	☐DISINFECT TOILT 

	                      



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


Maintaining a hotel's brand cleanliness standard is critical for guest satisfaction and success. The implementation of a detailed room cleaning checklist serves as the cornerstone for ensuring that each guestroom meets the hotel's high standards in the Hilton Metropole Birmingham's housekeeping department. This meticulously designed checklist covers all aspects of room preparation, from the entrance to the final inspection, ensuring consistency and attention to detail.

Comprehensive training sessions will be held to improve the effectiveness of the housekeeping team, with a focus on the specific tasks outlined in the checklist. This ensures that every team member understands the brand's expectations and the significance of their role in meeting them. These sessions are not only educational, but they also allow you to interact with the team, reinforcing the importance of their work and its impact on guest satisfaction.

However, more than training is needed; ongoing support and quality control are required. Supervisors will conduct random room inspections and provide immediate feedback to employees. This serves two purposes: it emphasises the importance of the checklist and allows supervisors to personally ensure that the brand's standards are met. Furthermore, incorporating feedback mechanisms that allow housekeepers to suggest improvements to the cleaning process fosters a sense of ownership and responsibility for maintaining high standards.

Another important aspect of effective team management is communication. Housekeepers can stay informed about any changes or specific guest requests by introducing efficient communication tools, whether through technology or regular briefings, allowing for a more dynamic and responsive approach to their duties.

Recognising and rewarding teams consistently meeting high standards contributes significantly to team effectiveness. A rewards program based on quality audit results and guest feedback not only motivates the team but also fosters an excellent culture. Such acknowledgment emphasises the significance of their contribution to the hotel's reputation and success. When housekeepers know that managers are doing their best to be fair and objective in reporting on their performances, it inspires and motivates them to work harder to earn better evaluations. A lack of transparency and objectivity can lead to housekeeping staff cutting corners and trying to find ways to cheat the system since they aren’t being presented with any real guidelines that define what is truly expected of them (Flexkeeping, 2023). 

The checklist's effectiveness stems from its detailed and specific nature. Each item is actionable, which reduces ambiguity and ensures that nothing is overlooked. Its structure is intuitive, making it simple for housekeepers to follow and mark off tasks as they go, increasing efficiency and job satisfaction. Furthermore, the checklist is adaptable, with the goal of evolving in response to ongoing feedback and the changing needs of the hotel and its guests.

The checklist, when combined with training, quality control, effective communication, and recognition programs, creates an environment in which excellence is the norm. The housekeeping department can ensure that every guestroom reflects the high standards expected at the Hilton Metropole Birmingham by holding each team member accountable and providing them with the tools and motivation to succeed. This results in a superior guest experience and a strengthened brand reputation.
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