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Assessment Component 1: Student Journal (Learning Log) 
Housekeeping is one of the major work divisions in the hospitality business to ensure client’s comfort in a clean and tidy environment and sustain hygienic accommodations in hotels, resorts and other accommodations. The section will cover my viewpoints based on the theoretical underpinning and case examples to address the responsibilities and skills to have for working within a housekeeping team with the help of Gibb’s reflective cycle. 
Gibbs Reflective Cycle
Description
Housekeeping deals with disposing of garbage, clearing surfaces, vacuuming and dusting outdoor chores, removing leaves from corridors, gardens, chocked gutters, sweeping doormats and washing windows (LinkedIn, 2021). As I have learned and experienced, housekeeping is very crucial for hotels and organisations associated with hospitality services to manage classy interior decoration, manage linen and laundry, take absolute care of fittings, fixtures and furniture, maintain overall cleanliness conduct cleanliness responsibilities for clients and hotels effectively and efficiently. The areas covered by housekeeping services include lifts and lobby, sales and admin offices, conference and banquet halls, guest roots, washrooms, laundry areas, uniform, tailor and linen rooms, stores, parking and gardens (Avermaete and Massey, 2023). Learning about the facts and practical experience of mine in this regard allowed me to underpin the skills essential for housekeeping. These skills are communication;, active listening, team work, task management, and ensuring operational values and others (Indeed, 2023). In my journey to understand hotel management services, I consider housekeeping is the most important task for its utility to represent brand reputation, company care and ethics for customers to sustain their health and hygienic values by keeping a tidy environment. 
Feelings
Initially I felt a little hesitated to learn about the importance of housekeeping as I have considered the tasks are negligible to other responsibilities and services provided in the hotels and hospitality sector. During the learning phase, I come across the idea of their importance in the hotel business as I have learned the housekeeping staff in hotels have to endure customer service, communication, attention to detail, time management and other skills. As the reputation of a hotel is dependent on the services of housekeeping staff, it is crucial for them to stay focused and enrol in different training programmes (Indeed, 2023). I have felt motivated and inspired by the information covering the dedication a house keeping employee needs to render to the tasks of cleaning and sanitation. Organisations such as “The Association of Residential Cleaning Professionals (ARCSI)” provide certificates physically or online for covering courses on cleaning tools, time management, library management and other practices (ISSA, 2023). It has increased my respect to towards these valued members of hotel management and enlisted an urge to learn more about their functioning to become accustomed to their services and quality measures. 
Evaluation
In order to evaluate the roles and responsibilities of housekeeping services I have used my analytical, perception and evaluation skills. My keen desire to know the key dynamics of housekeeping services enabled me to get more experience and knowledge associated with their importance in the hospitality industry, My data collection ability to research, find and analyse the data associated with the services has been polished with the actions which I consider can provide be better opportunity to have direct or indirect engagement with the hotel business or housekeeping services. Again, there are only a few case examples available online associated with the challenges of housekeeping such as low-quality furnishing, broken lights, damp patches, lack of sanitation,  poor behaviour and others (LinkedIn, 2023). It has been difficulties for me to complete an overview and gain a clear understanding of the issues paving the modern hotel business associated with housekeeping. 
Analysis
The in-depth understanding of housekeeping services enabled me to learn the necessity of active communication to impress guest, ensuring sanitisation to retain a cosy experience and determination to complete tasks despite their difficulties. I have collected a range of information to clear my conception and have taken suggestions from my peers and supervisors to gain a complete understanding of the subject. It enlisted data prediction, analysis, data collection, and evaluation skills apart from communication, technical knowledge, industry standards, programme management, planning and otter skills I have gained from this study. 
Conclusion
In the end, I can conclude the study has given me a clear vision of the roles and responsibilities of staff engaged in housekeeping. Further, the study has enabled to to evaluate my strengths such as communication, data management, and analytics and weaknesses such as time management, leadership, emotional intelligence and others. In order to sustain a career in housekeeping services or hotel management, I need be master these skills to which an action plan is crucial. 
Action plan
	Objectives
	Action
	Timeline

	To improve time management
	I will develop to-do lists, take self-assessments and demo tasks to improve my time management skills. 
	3 Months

	To improve leadership skills
	I will follow leaders and prudent experts associated with the industry, cover online courses and participate in voluntary work to improve my leadership.
	3 Months

	To improve emotional intelligence
	I will learn about different situations, personal and professional preferences and work ethics by studying journals and following video lessons to improve emotional intelligence. 
	2 Months


Table 1: Action Plan
(Source: Self-developed)
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Component Two: Housekeeping cleaning checklist
Contribution to Overall Module Assessment: 25%
Checklist
	
Guest Room Cleaning Checklist

	Serial No.
	Items
	Yes
	No

	1.
	Door locks properly work
	
	

	2.
	Window glasses are clean enough
	
	

	3. 
	Lamp shades are clean and straight
	
	

	4. 
	Bedspreads are straight
	
	

	5. 
	Even/fluffed pillows
	
	

	6. 
	Breadspreads are free of strains and rips
	
	

	7. 
	Luggage racks are in good condition
	
	

	8. 
	Walls are clean and free of cobwebs
	
	

	9. 
	Telephone works
	
	

	10. 
	Mirrors are straight
	
	

	11. 
	Furniture drawers slide smoothly
	
	

	12. 
	Ashtrays and matches are clean
	
	

	13. 
	Toilet seats are clean
	
	

	14.
	The underside of the lavatory is clean
	
	

	15. 
	The commode is clean under the rim
	
	

	16. 
	Commode flushes properly

	
	

	17.
	The bathroom is free of any odour
	
	

	18. 
	Towels are placed properly
	
	

	19.
	Shower curtain is clean
	
	

	20.
	Tub grouting is clean
	
	


Table 1: Room cleaning checklist
(Source: Self-developed)


	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? 
Essay
Marriot International maintains a high brand standard in terms of meeting guest needs and bringing suitable measures and actions to increase guest satisfaction. The service quality of hotels determines guest satisfaction. It is found that accommodation infrastructure and staff expertise are two important predictors of guest satisfaction (Nunkoo et al. 2020). Here comes the importance of room cleaning services provided by this hotel. The quality of hotel rooms as well as interaction with frontline staff members are supposed to be drivers of guest satisfaction (Padma and Ahn, 2020). However, based on the customer complaints it is reported that the room cleaning service of this hotel is not up to the mark which demands further intervention from the higher authority. To ensure that rooms are cleaned according to brand standards and meet the expectations of customers, the responsible staff members in the housekeeping department will be provided further training. 
Research has revealed that offering a series of hospitality training is imperative for hospitality staff to become more professional in their actions while staying accountable to deliver services to the degree of optimum consistency and reliability (Kim et al. 2019). In this regard, on-the-job training will be provided to responsible housekeeping staff hired by the company. Hands-on training materials will be provided to them. For experienced members of the housekeeping team, a 10-day workshop will be organised by Marriot to ensure that the cleaning staff can better adapt to the expectations of the company regarding their day-to-day cleaning responsibilities. In addition, a guest room cleaning checklist will be developed and provided to each member of the house cleaning team. A room cleaning checklist is a suitable tool to prioritise and drive guest satisfaction while better streamlining the cleaning processes (Connect Team, 2023). All these measures taken and applied by the management are expected to ensure that rooms are cleaned to brand standards. 
Nevertheless, team effectiveness will matter to the exceptional outcome in terms of room cleanliness. Academic research in this domain has clearly mentioned that perceived team performance is one of the real predictors of determining customer satisfaction level (Woratschek et al. 2020). Undoubtedly, without improving team effectiveness, enhancing team performance is never possible. One of the appropriate ways is to delegate room cleaning tasks to individuals as power previous experience and performance. Likely, staff may be more comfortable with looking over the cleanliness of the kitchen and bedrooms but not a good performer when dealing with the cleaning of bathrooms. In allocating cleaning responsibilities, such classification of individual expertise will be considered. In addition, offering monetary rewards in case of achieving the team performance target over a certain period will be suitable for improving team effectiveness by driving team motivation to stay more productive. 
The checklist developed and employed above is apt and customised to meet the service expectations of each guest. The checklist is developed based on the survey information obtained online and involved guests who have raised their questions about the quality of the room cleaning service offered by Marriot International. At the same time, the checklist considered the cleaning sections of each and every part of a room including the dining, bedroom, kitchen, drawing room and bathroom. Thus, this checklist is usable by all members of the room cleaning team regardless of their specific expertise. 
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