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	This term marked the beginning of my work in the hotel Industry, part of my placement I had the chance to be working in the housekeeping department as well. This experience had opened up the world of hospitality and I have gain valuable experience. Throughout my placement, I had the opportunity to observe and engage with various tasks related to housekeeping. As I progressed, I became aware of the key skills and qualities that are essential for individuals working in this role, and it has been an eye-opening experience. As I reflect on my time in this role, I have gained a deeper appreciation for the skills and qualities that are essential for success in housekeeping.
The housekeeping role demands physical fitness due to the nature of the work (Moville boutique hostel, 2019). From lifting heavy mattresses to standing for extended periods, I realized that physical fitness is essential in this line of work (Axelrod, Tieperman, 2023). The staff exhibited strength and endurance, allowing them to fulfil their responsibilities without compromising quality or speed. I admit at first, I was struggling to keep up.
I witnessed housekeeping staff members collaborating and coordinating their efforts to streamline operations. Additionally, they had to show great customer service while the guest, addressing their requests and ensuring their satisfaction. Clear and concise communication played a vital role in maintaining a harmonious work environment and delivering exceptional service.
While the primary focus of housekeeping is cleanliness, providing excellent customer service is equally important (Gov 2023). I observed staff members interacting with guests with a friendly and helpful manner, ensuring their needs were met. They addressed concerns promptly, offered additional amenities when requested, and maintained a positive attitude throughout. 
I was impressed how housekeeping often involved handling unexpected situations, such as last-minute room changes, guest requests, or maintenance issues. I witnessed the staff's ability to adjust their schedules, prioritize tasks, and find creative solutions to unforeseen problems. This experience taught me the importance of being adaptable in any work environment, as it allows for smoother problem-solving and greater success in meeting the needs of both the guests and the organization.
According to Hilton (2023) Hilton guests have high expectation therefore immaculate and Well-Furnished rooms with fresh linen and a specialised laundry services is essential to uphold the Brand standards, whenever a new candidate for the role has experience or not can still bring a value to the team long as they are dedicated to provide exceptional hospitality to all guests.
The ability to deliver exceptional customer service contributed to a positive guest experience and reflected positively on the hotel (Keegan, 2021).
Housekeeping often involves handling unexpected situations, such as last-minute room changes, guest requests, or maintenance issues. Flexibility and adaptability are necessary skills to navigate such challenges. The staff demonstrated their ability to adapt to changing circumstances while maintaining professionalism and delivering quality service. They adjusted their schedules, prioritized tasks, and found creative solutions to unforeseen problems.
my work placement in the housekeeping department has been a valuable learning experience. I have gained a deeper understanding of the physical demands of the job, the importance of effective communication and customer service, and the need to be adaptable in a dynamic work environment. This experience has not only provided me with insights into the housekeeping profession but has also contributed to my personal growth and development. I am grateful for the opportunity to have gained these skills and qualities, and I look forward to applying them in future career within the hospitality industry.
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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?


	Bin not being emptied.

	The room been checked by a new room checked who noticed the bin but could not find the cleaner immediately to turn it back and forgot to inform the reception.
	Apologise to the guest and ask a member of the team to resolve it.
	Before assigning a room make sure they been properly checked and offer extra training to the new checker.
	Create a check list for the room checker to have it at hand to tick making sure nothing is missed.

	Guest complaint says hot drinks prepared in the room taste bad.
	Cattles descale been scheduled for the day however the cattle form that room been found broken and been replaced after the scheduled descale and been missed out. 
	After apologising offer to replace the kettle or clean it and return it. 
	Creating a checklist with the room numbers to make sure is not getting missed.
	Reminding the team about the importance of paying attention to the details, and the impact and consequences of a high number of complain can have for the hotel.

	Room not being cleaned after departure.
	The room been set as vacant in the system however been not allocated to the housekeeping to be cleaned.
	Apologise for the system error to the guest and offer another room. Alternatively, if there is not another room available offer the guest a food voucher to the restaurant to have a meal on the hotel as compensation, While the room is sett up.
	This kind of issues usually happen when team are too busy to follow the steeps at check out. Before checking in print out a ready room list and have the room checker check them.
	Offering routine reminder of the training and the impact of these errors on the hotel

	Housekeeper trolley parked in the room.


	Earlier in the day a fire alarm went of and the housekeeper pushed the trolley into the nearest empty room, because the person get overwhelmed and stressed forgot the room number and couldn’t find the trolley on time before the guest checked in.
	Apologise to the guest and inform the stressed housekeeper of the room number the trolley it is. 
	Creating a simulation plan to carry out at least weekly on how to act in case of a fire alarm.
	Offering attachable device for keys and pens so housekeepers always have an attached pen to them to note important information, in this situation room number to ensure is not getting forgotten.

	Guest found a food package under the bed.


	The floor cave not been checked and hovered correctly
	Apologie to the guest and ask if it would like you to send someone to hoover.
	Ensuring room checkers are checking everywhere before marking on the list.
	Offer housekeeper extra training and discuss the importance of keeping up the good reviews. 




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.
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	Training Notes: This Training, Will be discussing the importance of Brand standards health and safety in our daily operations. By following these guidelines, we can provide a safe and clean environment for our guests while also maintaining the high standards of our brand. By the end of the training the aim is for the team to understand the importance of working together in reducing the complaint and the impact on the Trinity Hotel. Trinity hotel is made by every single member of the staff and united can make a better experience to our guests (Martin 2019).
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	Training Notes: Provide excellent customer service by Training staff to deliver exceptional service to guests, including being attentive, friendly, and responsive to their needs and inquiries (Kang 2006).
Establishing clear communication channels: Ensures the guests can easily reach out to the hotel staff through various channels such as phone, email, or in-person. Respond promptly and professionally to guest inquiries and requests.
Proactively address issues: Regularly monitoring guest feedback and reviews to identify any recurring issues or areas for improvement. By Taking proactive steps to address issues before they become major problems.
Empower employees: Empowering staff to resolve guest complaints on the spot whenever possible. Provide them with the authority and resources to offer appropriate solutions or compensation to unhappy guests.
Active listening: When a guest raises a complaint, listening attentively to their concerns and empathize with their situation. By showing genuine understanding and making the guest feel heard and valued.
Apologize and take responsibility: Even if the issue was not directly caused by the hotel, take responsibility for the guest's experience and offer a sincere apology. Acknowledge any inconveniences caused and assure the guest that their concerns will be addressed.
Resolve complaints promptly: Take immediate action to resolve the guest's complaint to their satisfaction. If necessary, involve relevant departments or managers to address the issue effectively.
Compensation and gestures of goodwill: Offer appropriate compensation or gestures of goodwill to appease dissatisfied guests. This can include room upgrades, complimentary services, discounts, or future stay credits.
Follow up and feedback: After resolving a complaint, follow up with the guest to ensure their satisfaction and ask for feedback on their experience. This demonstrates that you genuinely care about their opinion and are committed to improving your services.
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	Training Notes: In order to ensure that every room is cleaned thoroughly and consistently, it is important to create a housekeeping check list that all team members can follow. This list should include all necessary tasks such as dusting, vacuuming, changing linens, and restocking amenities. By having a set list to follow, housekeeping staff can ensure that no task is overlooked, and each room is cleaned to the same standard (Elphick, 2023).
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	Training Notes: 
Risk assessment
Hazard prevention and control
 Regularly review and update control measures to ensure their effectiveness.
Training and education
Safe work practices
Emergency preparedness
Workplace hygiene
Ergonomics
Incident reporting and investigation
Health surveillance
Ongoing monitoring and review (Manson, 2018).
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	Training Notes: Think before lifting an object and make sure it can be carried alone alternatively always ask for a colleague to help or use appropriate lifting tools.
Legislation and regulations
Risk assessment
Correct lifting techniques
Team lifting
Handling awkward objects
Pushing and pulling
Risk control measures
Ergonomics and posture
Reporting and communication (HSE, 2023).
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	Training Notes: 
Hazard identification: Train housekeeping staff to identify potential slip, trip, and fall hazards in their work areas. This includes recognizing wet or slippery surfaces, lose or uneven flooring, cluttered walkways, and poor lighting conditions (Tayl, 2022).

Housekeeping practices
Proper footwear
Good housekeeping
Signage and warnings
Adequate lighting
Training on safe walking techniques
Proper use of ladders
Reporting and addressing hazard’s
Ongoing monitoring and inspections (Tayl, 2023).
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	Training Notes:
Gloves: To protect hands from chemicals, cleaning agents, or sharp objects.
Safety goggles or glasses: To protect eyes from splashes, debris, or chemicals.
Slip-resistant footwear: To provide better traction and reduce the risk of slips or falls.
Protective clothing or uniform: Such as aprons or coveralls to shield against spills, stains, or contaminants.
Assessment and selection: Conduct a thorough risk assessment to determine the specific hazards faced by housekeeping staff.
Fit and comfort: Ensure that PPE fits properly and is comfortable for the wearer (Taigen, 2020). 
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	Training Notes:
Hazardous substances: COSHH applies to a wide range of substances that have the potential to cause harm to health. This includes chemicals, cleaning agents, solvents, dust, fumes, gases, and biological agents like bacteria or viruses. (Health and Safety Executive, 2023).
Risk assessment
Control measures
Storage and handling
Information and training
Monitoring and health surveillance
Emergency procedures
Review and update
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	Training Notes: 
Fire prevention measures
Fire alarm systems
Evacuation procedures
Fire extinguishers
Emergency communication
Guest room safety
Smoke control and ventilation system
First aid and medical assistance
Emergency lighting and exit signal
Regular drills and practice (Manson, 2018).
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	Training Notes:
Have your trolley ready:
Storage compartments
Lockable storage
Waste management
Linen storage
Customization options
Regular inspection and maintenance (Hospitality School, 2023).
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