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Introduction 
The placement work on January 15th at Holiday Inn Birmingham City Centre was well-organised and focused on various topics, including housekeeping. The placement aimed to promote active participation rather than passive attendance. Sujan Thammala introduced the hospitality sector, job and responsibility as a placement worker.The placement brought together experienced and aspiring professionals, but some participants expressed mixed feelings due to time constraints, outdated housekeeping systems, and entertaining but not relevant talks. Some of the task were not to the top mark.
Checking room; Housekeeping, Housekeeping, Housekeeping; 
I have strengths in housekeeping, such as my passion for cleaning and my ability to understand different hotel terms. They can work for extended periods and are efficient in my tasks. However, I have weaknesses in this field, such as not being able to professionally clean, limited experience, and difficulty in enhancing cleaning skills. I seek advice from experts and take time to learn from various sources. The individual's strengths in shadowing a supervisor include their eagerness to learn about different fields and abilities. I can accurately analyze situations and gather necessary information, and I have good foresight, helping them reach their targets. However, I have weaknesses in risk assessments, including COSHH training and a lack of a clear strategy for analysis.I address this by using time management and reducing work hours. 
The room attendant has a strong desire to enhance their skills and are open to learning new things. I enjoy tidying up and playing brain games to improve their skills. However, I have weaknesses such as being less observant and not familiar with IHG's clean training method. I have a plan to improve room design skills by using various resources.
 Laundry procedure: I learned how to collect and transport dirty linen in a trolley. Finally, sort by colour, filth kind, and fabric type before loading into the washing machine.
 Chemical safety: always read labels and avoid using unlabeled substances. Use Personal Protective Equipment (PPE).To ensure safety, avoid mixing chemicals, learn first-aid procedures for accidents, and adhere to site-safe practices.
Bedbugs are small insects that infest furniture and bedding, often appearing dark yellow, red, or brown. They can hide in various locations and cause raised itchy bites. Treatment for bites usually clears within a week. To get rid of bedbugs, I will contact local councils or pest control services, wash affected bedding and clothing, and perform regular cleaning. Professional assistance may be necessary due to bedbug resistance to some insecticides.
Tineola bisselliella carpet moths are destructive moths that primarily target natural fibers like wool, silk, feathers, and fur. They create holes in carpets and leave threadbare patches. Preventing them involves avoiding them, cleaning second-hand furniture, vacuuming low-traffic areas, and using natural remedies like heating, steam cleaning, and herbal repellents. Early detection is crucial.
Risk Assessment: 
1.High risk (none).
 2. Medium Risk: Safety precautions include using a pressure washer, using electrical equipment, avoiding slips, trips, and falls, following premises safety guidelines, using a ladder, and working safely at heights. 3. Low risk: Bathroom, basins, and shower, carrying, dealing with gas and crockery, stream cleaner, emptying bins, removing bodily fluids, pushing and tugging, dermatics, usage of trollies and cages, using stairs while carrying, aggression towards colleagues etc.
 4. Acceptable Risks: First Aid, Stress.
To enhance time management, I plan to start tasks early, set deadlines, remove non-essential activities, and create a schedule. I will set SMART goals, prioritize important tasks, and take breaks. I will focus on one task at a time, create good habits, work ahead of deadlines, organize messages, and be honest about deadlines. I will emphasize the main target and avoid procrastination.
Conclusion:  I find the hospitality industry impacting the country enjoyable and appreciate UWTSD campuses' industry opportunities and degree programs. I believe the digital revolution has changed the industry, with many institutes teaching international hotel management and design courses. I strongly believe I can overcome weaknesses through training, content, and seeking help from supervisors and managers. The placement was well-organized and beneficial for participants.

Action plan:
1. Always use a wet floor sign.
2. Follow the risk assessment guidance for slips trips falls.
3. See it, sort it, or report it 
4. Look for hazards in the work area, sort them out, or tell the supervisor or safety rep.
5.. Maintain cleanliness and dry floors.
6. Clean stipes if necessary
7. use buckets and trays for leaks, 
8. Address cleaning and maintenance issues.
9. avoid smooth wet floors, and keep walkways clear.
10.use bins for rubbish,
11. Avoid trailing leads across walkways.

















Component Two: Health and safety guide (Housekeeping)
	Health and Safety Guide for Housekeeping 



	
All employees are responsible for better housekeeping, which includes maintaining sound structures, machinery, power lines, storage areas, tools, and general cleanliness.

The Benefits:
1. Prevent slips, trips, and falls control dust.
2. Improved efficiency.  3. Accident reduction.
4. Improved morale.           5. Compliance with the law.
6. Good impression.            7. Fire hazard elimination. 

Potential risk:
1. Strip the bed and replace it with freshly laundered sheets and pillow covers.
2. Throw out all the rubbish in the room.
3. Wash and dry the bathtub and sink.
4. Mop the floor.
5. Dust the tables and chairs.
6. Arrange the curtains or drapes.
7. Check if everything is in its proper place
	[image: https://www.coursehero.com/thumb/7a/28/7a286c19ffd12c5a4070378112a503cf53566453_180.jpg]

IHG Way of Clean - 5-S Cleaning Process Step 
1: Survey 
*. Upon entering the guest room, assess the space and ensure all lights, including lamps, are turned on.
*Open all the curtains fully, and Test the door 
*Left behind follow lost and found procedures
*Do not enter a room with an animal inside.
*Door remains closed.

 Step 2: Service
Remove bed, linens, towels, trash, debris, room service items, pre-treat bathroom, and dust high surfaces.

Step 3: Shine 
a. Clean the bathroom 
b. Replenish bathroom supplies and towels 
c. Clean the bathroom floor.
d. Clean the guest room
e. Test: TV, remote control, clock, radio alarm, kettle, and tea and coffee facilities.
f. Phone, Clean windows and mirrors free of marks and smears / oily, greasy, or wet substance.
g. Report to maintenance department

Step 4: Stage 
Bin uses a yellow microfiber cloth 

Step 5: Self – Inspect 
Check your work 

	
Hotel housekeeping:
Sample checklist for the housekeeping staff
Knock twice                                        restock items (soap, etc.)
Announce Housekeeping                   clean high–touch surface 
Ventilate the room and remove the all rubbish
Change bed linen                                     sweep and mop hard flooring
Replace towels and rugs and complete the final inspection 

Precaution/ Focus on these extra tips throughout at hotel:

1. Use the colour-coded Microfiber clothes not just in room cleaning but throughout the hotel.

2. Use fresh gloves each time start a new guest room.

3. Wash your hands between cleaning 2 guest rooms.

4. Frequently touching areas such as handrails, lift control panels or doorknobs, telephone, etc, should be cleaned more frequently.

5. Do not forget to also disinfect the cleaning trolley regularly. 
6. Collaterals and all non-essential items should be removed (pens, note pads, dining menu, cushion, bed throws, etc) and have them available on request. 
7. If a do not disturb sign is used. it should be cleaned and disinfected.







Page 2 Continue:  Health and Safety Guide for Housekeeping 
	Preventing Slips 
To prevent and control floor contamination, improve floor conditions, and implement footwear controls, it is essential to remove harmful environmental circumstances.

[image: caution signs]
Prevent trips:
Workplace trip prevention involves preventing contamination, controlling it, eliminating adverse environmental conditions, improving floor conditions, and replacing the floor.
.
[image: Preventing Cross-Contamination Is as Easy as 1, 2, 3]
Control contamination:
To prevent contamination, review work activities, identify problems like canopies and leaking machines, and maintain a positive attitude towards slips and trips. Implement appropriate cleaning regimes, such as drip trays, mats, and proper ventilation. 
Eliminate adverse environmental conditions, such as light checking and condensation and humidity, to prevent slips and falls. Maintaining a'see it sort it' mentality and ensuring proper ventilation are also crucial. A positive attitude towards slips and trips is essential.
	
[image: Triangle says Trip potential with points leading to Walkways, house keeping and design and maintenance]

Improve floor condition: Improving floor conditions involves examining tasks that may compromise walking safety, such as carrying, lifting, pushing, or pulling loads. Scrutinizing work activities and process flow can identify areas for better handling, especially for vulnerable individuals or visitors.

Footwear
Footwear is crucial for preventing slips and trips, and floor replacement is often the last resort. Addressing trip potential involves suitable walkways, proper housekeeping, and clear walkways. 
Design and maintenance should consider the environment, floor fitting, and maintenance. Walkways should be wide, level, consistent, and have usable handrails. Environmental factors like lighting and distractions should also be considered.
list of equipment :  
microfiber cloth, abrasives, different types of brushes, brooms, dustpan, cleaning gloves, plungers, mop and bucket, squeegee, vacuum cleaners, polishing machines, floor scrubbers, steam vapour machines, paper towels, tissue, bleach, hose , wool, 

	
Potential risks to housekeeping include tripping over loose items, falling objects, sliding on greasy surfaces, misplacing goods, spills and leaks, lack of organization, filthy restrooms, left-out tools, and inadequately displayed signals.


Conclusion
Health and safety procedures are essential for companies to protect employees' mental and physical well-being. They involve researching workplace accidents and illnesses, making recommendations for reducing risks, and limiting workplace risks by removing or regulating hazards. This includes installing ventilation systems and providing PPE.
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Introduction: The January 22nd placement at Holiday Inn Birmingham City Centre focused on active participation and aimed to teach various tasks. Monica Arevalo, the front office manager, introduced guests, arrival reports, and IHG Merlin. The placement brought together experienced and aspiring professionals, but some participants expressed mixed feelings due to time constraints and outdated reception systems. The hotel front desk worker is responsible for greeting guests, registering them, handling check-ins and check-outs, providing accurate information, assisting with luggage and transportation, handling guest complaints, maintaining cleanliness, processing payments, and collaborating with other departments. The ideal worker should have excellent communication, problem-solving, organizational, multitasking, fast-paced work skills, proficiency in hotel reservation systems, flexibility in shifts, strong customer service orientation, and a professional appearance.
Reception: Hotel receptionists are responsible for welcoming guests, arranging rooms, answering phone calls, and sorting daily mail. They handle various tasks such as checking booking details, arranging rooms, answering phone calls, completing administrative tasks, responding to requests for help, providing concierge services, preparing room bills, and checking guests out. They also handle administrative tasks like filing and photocopying, assisting with requests for help, and ensuring prompt payments. Their duties include greeting guests, directing them, answering screening calls, and ensuring a smooth check-out process.
Finance (such as account settlement or currency exchange) includes everything from proper calculation and payment collection to spreadsheet management and invoice correction and printing. It manages income and spending while also ensuring that the firm runs smoothly with minimal disruptions. Aside from the typical functions, the front office department's responsibilities include economic analysis to enhance crucial company initiatives. Also, give price plan increases and decreases basis the circumstance.
Review and respond to customer feedback:  as a front office worker it is very common and key administrative and operational duties are required to respond to positive and negative reviews. Any complaints going against him were also solved it or informed by the manager. When I checked reviews at Holiday Inn I found lots of positive reviews and some negative reviews. Some of their reviews were very critical, they mutually discussed and then responded. 

 Concierge A concierge is a multilingual hotel staff member responsible for handling luggage, mail, reservations, and tours. They provide information on local attractions, shopping, dining, entertainment, nightlife, and recreation. They can also act as a receptionist, landlord's representatives, caretaker, resident assistant, maintenance coordinator, building news service, mail handler, and organize events for residents.: 




 Call handling/switchboard 
1) The hotel must follow the following guidelines when communicating with guests over the phone: 
(a) The telephone is answered within three rings. 
(b) The proper greeting is delivered, and either the hotel is recognised (for external calls) or the hotel employee is identified by their first name (for internal calls): (i) External calls (e.g., "Thank you for calling the Holiday Inn (hotel name)".  (ii) Internal calls: "Good morning/evening, this is (hotel employee's name)".
(c) Assistance is provided.
(d) The caller's name is retrieved and mentioned twice during the conversation.


2) SERVICE STANDARDS: GUEST TELEPHONE COMMUNICATION. (e) Before putting a caller on hold, permission is requested and a response is obtained. (f) If a call is placed on hold, the caller should be called every thirty seconds, giving them the option of staying on wait, leaving a message, or obtaining a callback. (g) A caller is never sent to voice mail unless they have agreed. All voicemail messages must contain a return option to the operator. (h) Callers who are moved to another department are informed of the department to which they are linked. (i) Calls are not screened. (j) Guest names and room numbers are never given out.

Check-in and out: The hotel check-in process is a crucial part of a guest's journey, involving registration, keys, and room settling. Implementing a user-friendly web and mobile app can improve the process and improve guest satisfaction. Hotel check-in policies are guidelines established by the property to ensure an efficient procedure. Offering flexible check-in and check-out times can set the tone for the entire guest experience and help hotels operate more efficiently.
Flexible check-in and check-out times can attract younger and solo travelers, improve guest satisfaction ratings, and attract unique competitors like Airbnb. Automating the front desk via online check-in systems can cut labor costs and attract larger hotels. However, guests may be receptive to upgrades or upsells due to fatigue or frustration.

Conclusion: A hotel front desk agent is crucial for a seamless guest experience, handling tasks like greeting guests, checking in and out, bookings, providing information, and maintaining a professional environment. Offering flexible check-in and check-out times attracts and retains travelers. Effective communication and trustworthiness are essential for a positive experience. The receptionist must work well with minimal direct supervision.




Action plan:

1. The hotel front desk agent is responsible for customer service, and managing check-ins and check-outs.
2. Handling complaints, and ensuring smooth operations.
3. Ideal workers have high school diplomas.
4. Hotel experience.
5.  proficiency in multiple languages. and 
6.  Able to work for extended periods.



:
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Task description component two
Practical task – scenario
Positive trip advisor post 
1.Mr. John's positive review has made our day, and we've shared it with our team. Your feedback is appreciated, and we're grateful for the valuable service you've provided. We're grateful for your choice and eager to assist you again.
2.Ms. Baker's positive feedback on our service has been passed on to our housekeeping team, who are dedicated to providing exceptional experiences for clients. We hope to continue providing excellent service in the future and value customer feedback for continuous improvement. Please let us know if there are any areas for improvement.



Positive feedback: Positive Review Response for a 5-Star Review
3. The sender expresses thanks for a 5-star rating, stating that they are committed to delivering high-quality service and look forward to servicing the receiver again, and that they are delighted with the comments.
Positive Review Response Example for a Four-Star Review
4. Mr. Mathew, thank you for your four-star rating and choice of our hotel. We appreciate your satisfaction and are committed to continuous improvement. We welcome any additional input and look forward to serving you again.

Letter of complaint:
Hello, Mrs. Joanna Blake.
I am most grateful for the feedback on their recent stay at a resort, stating that guest satisfaction is their top priority. I will encourage you to contact me directly to discuss their experience further. we are enthusiastic about the hotel's service and its potential for improvement, eager to learn from the feedback.
Cleanliness / Dirty floor / Stains on the bed / Unclean bathroom:
 Dear Blake, Thank you for bringing this to our notice. We apologise for the inconvenience caused by your room's cleaning concerns. This does not meet our typical standards, and we will take your complaint seriously. Our housekeeping team will be notified, and immediate action will be taken to correct the problem and ensure that all cleaning requirements are followed. We would welcome the chance to discuss your experience further; please contact our management at [contact information]. Your pleasure is extremely important to us, and we hope to rebuild your confidence during a future visit:
Wifi Service: "Dear Blake, Thank you for providing feedback on our WiFi. We apologise for the inconvenience you had during your exercise. We value your feedback and are committed to maintaining a well-equipped facility. We are continuously improving our equipment to enhance guest experience and invite you to give us another chance to provide a better stay.
Loud Noise from the neighbouring room: "Dear Guest, thank you for sharing your concerns about the noise difficulties you had during your visit. We apologise for any difficulty caused by the noises from neighbouring rooms. We appreciate the significance of providing a tranquil atmosphere for our visitors and are actively trying to improve sound insulation throughout the property. We respect your opinion, and it will help us adopt measures to improve our visitors' comfort. We would welcome the opportunity to give you with a more pleasant experience in the future.
Customer service is poor: We sincerely apologise for the behaviour you encountered from our employees. We endeavour to deliver great service, and we apologise if we fell short of your expectations. Your issues will be handled as with our team to ensure that such incidents are not repeated. We invite you to discuss your experience further with our management, and we hope to have the chance to rectify any issues in the future. After investigation, we will refund you that night your payment.

Sincerely,
Mustakim Burhani, General Manager, Holiday Inn 
0121 634 6200







Task description Component three (4 elements-  1000words)
Key Skill 1 Customer service: 
For better customer service I will first put in professionalism, I am very passionate, and I can cater to any person in a short time, I also have patience, and an attitude that will help serve the customer efficiently.
In addition, I am very competent, convenient, and proactive. This allows me to go on the proper road and enhance my talents.
Furthermore, empathy, active listening adaptability are very common attributes for me. The ability to understand another person's emotions and perspectives.
Finally, I can communicate five languages with customers who are unable to communicate English properly (such as Arabic, Hindi, Urdu, and Bangla)
I am not an expert in hotel customer service but I am improving through my work placement now I can serve the guests including check-in and check-out and make keys.
 Key skill 2 - Communication skills: 
Strengths: I excel in written communication, which allows me to effectively express knowledge to others. I can utilise nonverbal and visual communication to better communicate my views. I also have excellent listening abilities, which ensures that I completely grasp what someone is saying.  I have empathy and kindness towards people, therefore I can calmly listen to any grievances. I also have stress management skills, which will keep me physically busy and effective in short-term stress alleviation.
Weakness: I am not proficient in oral communication, however speaking often and attending a course can help me improve. I am unable to extract all contextual information from a piece of literature; but, I may improve by practicing extracting information from texts. I can overcome my lack of confidence by developing positive interactions. I'm little emotional, which I'll fix with a good outlook.
Key Skill 3 Organisational skills:
I have excellent organising skills. For example, I am strong at goal planning. This allows me to go on the proper road and enhance my talents. I have strong time management abilities, which will help me save time in meetings and presentations while also allowing me to socialise well. I can also gain a good grasp of prioritisation, which will allow me to express things more properly to others. Finally, I can bargain for extended periods of time, resulting in a better deal for the industry.  
I also have deficiencies in this area. I struggle to solve problems rapidly, which I may do better by soliciting suggestions. Furthermore, I lack listening skills, which I strive to improve by focusing more and avoiding distractions. I take the time to observe nonverbal communication from many people, which may be enhanced by my teacher's explanations.
Key Skill 4 – Problem-solving skills:
First and foremost, identify the problem. Customers seldom self-diagnose their problems effectively. Often, it is up to the support professional to make an effort to reproduce the problem before providing a remedy. That means they must determine not just what went wrong, but also what action the consumer intended to take.
For example, if someone approaches us because they are having difficulty changing their password, it is because they wish to access their account.
Break the problem down: one day I saw a guest very upset because he lost his keys, I went to his room to find the inside pillow cover.  
Clarifying is the foundation of any problem-solving. One guest made a phone for his reservation on Sunday 18 January company booked for me but I searched and didn't get any booking I found his booking for February 17th, and then I talked with the supervisor to resolve the matter.
A competent customer care contact will anticipate the requirement and may even go above and above to manually execute the reset and offer fresh login information, all while teaching the client on how to do it themselves in the future. In other cases, a problem-solving professional may simply understand how to give anticipatory counsel or a solution that the consumer isn't even aware of.
conclusion: I identify strengths and weaknesses in their work and plan to overcome them. I suggest seeking help from lecturers and university resources, using fast software and advice, and prioritizing beneficial activities. I also emphasize the importance of realistic goals and time management, as overstretching can lead to burnout and reduce work quality. finally, I will emphasize the importance of time management and resourcefulness

  Action plan :

1.To stay competitive, businesses should employ staff training, digital marketing,
2.  Hotel property management systems. 
3. Constant inventory monitoring and cost-cutting methods can reduce expenses. 
4. Address housekeeping issues and offer contactless services. 
5. Negotiate extended payment terms with clients and suppliers. 
6. Secure data storage is crucial for reputation and guest attraction.
7. Utilize guest reviews, loyalty programs, and chatbots. 
8. company analytics software for better decision-making.
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