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	Introduction
Housekeeping is a department that plays an essential role in the hotel industry. Housekeeping is the department in the hotel that plays the role of maintaining the cleanliness of the hotel and ensuring that the aesthetic apparel of the hotel is maintained (Parmar and Dalal,2017, p.83). The housekeeping department and team play the role of cleaning the guestrooms, ensuring adequate supplies, changing the beddings, and turndown services whenever requested. There are various positions in the housekeeping department. The most senior role in the housekeeping department is the executive housekeeper, the overall person in charge of the housekeeping department, supervises all the employees in the housekeeping department, and is also responsible for hiring the employees (Jones, 2010, p.28). Working in the housekeeping team, therefore, requires a person to have a particular set of skills that will help in meeting the roles of the housekeeper, which in turn translates to customer satisfaction. In this learning log, I will summarise my understanding of the critical skills required in the housekeeping team. I will also reflect on some of my personal experiences while working with the team and how I will be able to apply the understanding of the skills in a practical setting. Finally, I will discuss the importance of this topic to the hospitality industry.
Essential skills that are required in the housekeeping team
One of the skills required while working in the housekeeping team is attention to detail. Housekeepers should be highly attentive to detail to be effective in their role and the team (Indeed, 2022, p,1). Attention to detail should be in various sectors such as cleaning and organising. The housekeeper should ensure that all surfaces are clean and they are keen while completing the tasks assigned to them, the better they become at their job. I remember when I missed a spot while cleaning, and one of the hotel guests noticed it and complained. This experience was significant because it helped me learn that I should pay attention to what I am doing to be effective, not cost my team their position in the internship, and meet the customer's expectations. The other skill required while working in a team is good time management. Housekeepers get their roles delegated to them, and when working together, they should ensure that they complete any of the tasks given to them (Indeed, 2022, p,1). All operations done in timekeeping are time-sensitive; therefore, having adequate time management skills will ensure that all team members complete the tasks assigned at the stipulated time, leading to smooth running in the hotel. I have been able to manage my time well while working with my teammates as I worked as a waitress. It was challenging initially, but I adjusted shortly after because I learned to prioritise the tasks well through efficient planning and time allocations.
The other skill a housekeeper should have is communication skills. In housekeeping, regular communication with clients and their time with teammates and supervisors (Indeed, 2022, p,1). Therefore, Effective communication is essential when working with a team because, without clear communication, the hotel's operation will run smoothly. Without effective communication, the housekeeper will also be unable to meet the client's needs well. While communicating, the housekeeper should be polite, have etiquette and actively listen. While working with my team, there was effective communication among ourselves that led to smooth running because of the clear communication. 
Importance of the topic in the hospitality industry
The topic is essential because it plays a vital role in the hotel industry. Housekeeping is more than just cleaning the rooms; housekeeping contains many functions such as hygiene, maintaining sullies, and marketing the hotel positively (Raghubalan et al., 2016, p.17). housekeeping is essential for the satisfaction of the guests and the customers that come to the hotel. The guest has experience in the hotel is highly modified by the efforts of the housekeeping department (Bhatnagar and Dheeraj, 2019, p.47). A clean and well-maintained environment with housekeepers that have etiquette will lead to guest satisfaction. Housekeeping is also crucial because it creates a good reputation for the hotel (Bhatnagar and Dheeraj, 2019, p.48). The quality of the services offered by the housekeeping department influences the hotel's reputation significantly. When the housekeeping department consistently provides good services, there will be a positive brand image that helps bring more customers to the hotel.
Conclusion
Working in the housekeeping team requires the housekeeper to possess skills such as attention to detail, good communication, teamwork, and time management. The housekeeping department is vital in the hotel decays; it ensures that the customers are satisfied and helps improve the hotel's reputation. 
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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?


	The guest's room was not cleaned well upon their arrival.


	Poor time management
	Apologise for the inconvenience and ask the staff responsible for cleaning while I inspect and follow up to see if the guest's expectations have been met.
	Train the employee on time management skills
	Implement regular performance assessments after the training 

	
The guest's room was not cleaned well upon their arrival.


	The housekeeper was not attentive to the detail.
	Assign one of the staff to clean the room immediately, apologise for the inconvenience, and follow up to see if the guest's expectations have been met.
	Reinforce emphasis on the importance of  paying attention to detail
	Provide training and development opportunities to the team members

	
The guest's room was not cleaned well upon their arrival.


	Unclear communication
	Apologise for any inconvenience caused, reassign the guest to a clean room, and follow up to see if the guest's expectations have been met.
	Make efficient communication channels between housekeeping and the front desk.
	Encouraging open communication and collaboration among all the team members

	The guest's room was not cleaned well upon their arrival.



	Insufficient training 
	Assign one of the better-trained staff to clean the room immediately, apologise for the inconvenience, and follow up to see if the guest's expectations have been met. 
	Provide training for the employees to improve and improve their skills.
	Implement regular performance assessments after the training.

	
The guest's room was not cleaned well upon their arrival.


	Inadequate staff 
	Apologise for any inconvenience caused, reassign the guest to a clean room, and follow up to see if the guest's expectations have been met.
	I hire enough staff to ensure that the duties are done effectively.
	Regularly check staff requirements in the hotel.




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 an introductory 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 followed.

	Introduction 
· Welcome all the people and introduce myself 
· explain the purpose of the training


	Training Notes: 
 The presentation's purpose is to train all the employees after some of the complaints we have gotten from the guests.
The training aims to ensure that all the housekeeping department members constantly achieve the brand's standards and provide excellent services to the guests (Olimovich et al., 2020, p.18). You should adhere to the health standards while providing the services to the gusset. 


	Why brand standards are important
· Significance of brand standards (differentiation, customer satisfaction, and consistency)
· Role of Housekeeping in brand standards 


	Training Notes: 
Brand standards are significant because they help maintain consistency. The brand standard ensures that the housekeepers maintain consistency while offering their services, and the guests will consistently flow into the hotel brand standard, which also leads to the client's satisfaction. When the clients are satisfied, they will return to the hotel (Liu et al., 2017, p.195). Brand standards are also vital because they help differentiate between one hotel and another (Joshi, 2016, p.37). A hotel that maintains high standards can differentiate itself from the competitors and gain an advantage. 
 Housekeeping has the role of maintaining and upholding brand standards. Housekeeping maintains cleanliness at all times, which impacts the guests' satisfaction and the perception of the hotel. Housekeeping also ensures that they maintain  good communication and interpersonal skills, which are essential to

	Attention to detail
· Importance of attention to details
· Impact of not paying attention to detail 



	Training Notes:
 Attention to detail ensures that all the surfaces are cleaned well and that there is no dirt on a particular spot. While cleaning the bathroom, it is essential that they are well cleaned and the bi only cleaning the floor, the walls of the bathroom, and the curtains are also supposed to be well cleaned. How the beds are spread also requires attention to detail. The beds should be well spread, and the colours used in the rooms for the bedding should match the room's colour. Attention to detail should also be done in storing the amenities and ensuring you do not run out of supplies. It is also essential to read the instructions on all the equipment and the chemicals you use.
When you don't pay attention to detail, the cleanliness of the hotel will not match the guests, and we will have more complaints that lead to losing clients. If the beds are not well spread, the guest's first impression is poor service, and therefore we will also lose the client. If the supplies are not checked frequently, we may run out of important supplies, leading to inefficiency. 

	Cleaning techniques
· Proper cleaning techniques





	Training Notes:
You need to note that there is different cleaning technique for other surfaces. Some areas need mopping, like the floors on all areas they will require you to mop (Setup My Hotel., 2019, p.2). The toilet and the bathroom will require you to use a brush to effectively clean them. The carpets and the seats in the hotel need vacuuming, and the linen needs to be taken to the laundry room every day. All surfaces, such as tables, should be disinfected and cleaned regularly, and the decorations are supposed to be dusted at least once a week. 

	
Good time management.
· Importance of time management 
· Strategies to prioritise tasks
· Tips for organising work schedules


	Training Notes:
Time management is essential in housekeeping operations because all the operations in housekeeping are time-sensitive. Time management is essential because I will help all housekeepers become efficient and ensure that all the client's expectations are met, and it helps minimise any distractions (Deepan, 2020, p.2). Prioritising tasks is important for your time management. One way of prioritising the tasks is assessing the urgency of completing the tasks and the client's needs. It is also essential to ensure that tasks with a deadline soon should be prioritised.
One of the tips for organising the work schedules is planning daily. It is also important to list the tasks you will be doing on a particular day.  It is also important to be flexible, adapt to daily changes, and avoid taking on too many tasks.




	
Health and safety procedures
· Importance of health and safety procedures
· Risks staff may face
· The procedure of handling hazardous substances.
· Personal protective equipment
· Importance of PPE



	Training Notes:
Health and safety procedures are essential to prevent any injuries at work. The safety procedures also ensure the wellbeing of the employees and meet the legal requirements (Department of Labour, 2017, p.3). Maintaining the guests' safety and the brand image is also essential.
Some of the risks that the staff may face are slips and trips. The wet and uneven surfaces may cause the employees to trip and fall as they move around and get injuries (Health and Safety Authority, 2015, p.10). Muscle injuries may also result from lifting heavy things and handling equipment. The other risk you may face is exposure to harsh chemicals as you clean (Hsieh et al., 2016, p.569).  When handling hazardous chemicals, it is important to ensure that you read the instructions and that the chemical is stored far from the reach of anyone. 
Personal protective equipment is important while interacting with hazardous chemicals or doing the daily work of a housekeeper. PPEs are important because they reduce risks, comply with legal requirements, prevent injuries, and protect from hazards (Health and Safety Authority, 2015, p.51). The PPEs are essential in ensuring the safety of the employees and minimise the effectiveness of protecting the employees' health and wellbeing.
Bottom of Form


	
Teamwork and communication
· Importance of teamwork and efficient communication
· Role of communication.



	Training Notes:
Teamwork is essential because it helps break down tasks and ensures that no one does too much work. Teamwork is also important because it makes work more efficient and faster (Krouse, 2022, p.2). Efficient communication is important because it leads to cohesive teams and minimises confusion.
Communication has the role of ensuring that all the tasks in the organisation are well-coordinated. Communication also has the role of addressing all the requests and complaints of the guests promptly (Rudd and Mills, 2015, p.21). Without the proper communication channels and skills, it may lead to a lack of coordination of the tasks and not meeting the customer's expectations. Therefore, you must all have teamwork, collaboration, and effective communication between yourself and the clients.

	
Conclusions
· What was discussed in the training
· Monitoring and assessment 



	Training Notes: 
The training session discussed brand standards and their importance. It also discussed attention to detail and the importance of good communication, teamwork, and time management. In the training session, we also discussed some of the safety procedures and the importance of PPEs. I have confidence that through this training session, you will be able to improve on the area I have mentioned and that we will not have any more customer complaints. I will also do some impromptu checks on how you are carrying out your daily tasks to assess you.


	
Questions and answers 



	Training Notes: I would like to invite anyone with a question or feedback to the training to raise their hand and that we take turns speaking; thank you.  




	

Thank you and closing remarks.



	Training Notes:
Thank you for your time and attention. Remember, it is important that our guests are satisfied as it will lead to the satisfaction and success of the hotel.
Thank you once again, and remember you are an important asset to this hotel.
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