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	As asserted by van der Vleuten, et al., (2019, p. 2111), Housekeeping Skills involve excellent communication, organizational, interpersonal, problem-solving and customer service. As per the views of Rohaeni, et al., (2021, p. 264), these abilities assist the team of employees in this section of the hotel to properly execute the tasks such as sweeping, emptying trash cans and cleaning windows. The abilities required to operate in the concerned section are explained with the assistance of Gibbs Reflective Model which generally provides a framework for investigating experiences. 
Description: It determines the first stage of the respective reflective cycle and describes the experience in a detailed manner. For instance, I was training in the housekeeping section of well established U.K based hotel Premier Inn where I realized that I have certain efficient abilities that assisted me in getting success in this area such as communication and organization. Apart from it, knowledge regarding the capabilities which need to be improved like problem-solving and customer service was also gathered. 
Feelings: It resembles the second stage of the Gibbs Reflective Model and explains the exploration of thoughts which took place at the time of the situation (Adeani, et al., 2020, p. 140). While I was training as a housekeeping staff in Premier Inn, I felt glad because I was able to get clarification regarding the responsibility of a housekeeper such as performing cleaning duties in all guest rooms, consistently offering friendly as well as engaging service and responding on time services to them. Apart from it, I felt confident after realizing that I have effective communication abilities which assisted me to interact with the clients, co-workers and supervisors as well as interpret the cleaning expectations to meet their necessities. The feeling satisfying with the learning of having strong organizational ability as it assisted in maintaining the safety standard of the guests with face masks and sanitisers in a systematic manner, eliminating the hazards hampering the reputation of the Premier Inn Hotel. I felt a bit disappointed for the lack of problem-solving capability which restrained me from resolving an enquiry of a guest regarding the smell of bad odor resulting in lowering the reputation. There was a bad feeling when I became aware that I have inefficient customer service ability which restricted me to provide quality cleaning and dusting, resulting in bad reviews on sites. I felt bad because of my lack of certain capabilities. The status of the hotel is hampered. 
Evaluation: It indicates the third stage of the Gibbs Reflective Model and illustrates the things that worked out or what didn’t work out in the concerned situation. For instance, I have a perception that I was able to communicate in terms with the clients as well as co-workers because of my efficient interactive abilities. Apart from it, the safety protocol can be implemented properly and in a timely manner to the guests because of the efficient organizational capability. Apparently, certain things did not go well like solving the enquiries or not providing appropriate cleaning services because of the absence of problem-solving and customer service ability. The thing is the floor housekeeping manager was very supportive and I was able to learn the role as well as the responsibilities of housekeeping. 

Analysis: As per my analysis of my own housekeeping skills, I have identified that my communication skills enable me to interact in an engaging manner with guests. In the housekeeping service friendly communication and respectful behaviour are necessary to keep customers satisfied with the service. Moreover, this proficiency has also helped me maintain a cordial relationships with colleagues and guests. Due to my superior communication skill, I manage to reciprocate ideas and feelings and I can also convey my own point of view precisely. On the other hand, I have recognised that there are gaps in my customer service and problem-solving skills.
Conclusion: Based on the reflective analysis and evaluation of my own skills I have concluded that my ability to interact, communicate, and organise are adequate in terms of my role as a housekeeping professional. However, I need to emphasise the development of my problem-solving and customer service skills to become a more competent housekeeping professional in the hotel industry.
Action Plan: In order to deliver better customer service, I need to focus on active listening to understand their needs. Furthermore, I should encourage and pay attention to guest feedback to identify the areas I make mistakes and the work areas I need to improve. On the other hand, problem-solving skills can be managed by emphasising critical thinking abilities. I must participate in workshops and more group activities to develop my ability to solve issues. I plan to improve my customer service skills in 5 months while my problem-solving skills can be enhanced in 3 months.
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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?

	 
Hygiene issues
	A hygiene issue in the housekeeping department is an indicator of inadequate employee training and poor supervision.
	In this case, the housekeeping staff will be instructed to look after the issue and cater to the need of the guest. 
	The housekeeping staff will be given on-the-job training to handle hygiene factors effectively.
	I will personally supervise the rooms and keep a record of guest feedback which will be communicated with housekeeping staff.

	 
Dirty bedsheet
	It indicates a lack of seriousness among housekeeping employees.
	I will instruct the employee to change bedsheets and communicate the issue with the assigned staff.
	I need to pay attention to the laundry checklists.
	I will establish a punishment system to improve employee service in terms of laundry and housekeeping.

	 
Poor staff behaviour
	It suggests poor staff discipline and etiquette.
	I will apologise to the guest for the inconvenience.
	I will send employees for training to develop the right behavioural etiquette.
	I will emphasise staff behaviour during housekeeping training.

	 
Delayed service delivery
	A gap in management.
	As a team leader, I will try to respectfully negotiate the problem with the guest and promise to provide immediate service.
	As a team leader, I will supervise employee activities with close attention.
	I will create an automated staff tracking process to identify and address the causes of delayed services.

	 
Shortage of amenities
	It is a case of ignorance from the housekeeping staff.
	I will send immediate service to the guest after apologising.
	I will start the practice of maintaining a checklist to ensure proper housekeeping service in all rooms.
	Proper reporting practices should be implemented 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 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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Floor Housekeeping Manager is an important part of the hotel and is primarily responsible for overseeing the flexible operation of the assigned housekeeping section. As stated by Chase, (2019, p. 181), the floor housekeeping manager performs the duties on the basis of policies, practices and procedures of each department. In this context, certain complaints are coming from the guests of the hotel to the floor housekeeping manager regarding unpleasant odours, in-room cleanliness concerns, problems in maintaining the temperature, trouble with the Wi-Fi and a lack of free amenities to the customer. 

	Role and Responsibilities of a floor housekeeping manager
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	Training Notes: Floor Housekeeping Executive plays a virtual role in training housekeepers in the areas of cleaning as well as maintenance tasks. They are also accountable for supervising the employees on a frequent basis, checking rooms as well as common areas involving stairways and lounge areas. Apart from it, they play a crucial role in scheduling the shifts along with arranging for replacement in case of absence. They play an essential role in monitoring the cleaning of all guest areas, rooms, suites and service areas in an appropriate manner. The skills the floor housing head possesses for providing training to the team are excellent interpersonal and organizational abilities. 
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	Training Notes: By using On-the-job training and e-learning the floor housekeeping manager is planning to provide efficient training to the team of employees, therefore, expertising them to assist the guests solve their complaints. Firstly, the manager conveys knowledge of primary cleaning principles and room cleaning processes. The efficient way of sweeping, dusting, mopping, disinfecting and air freshening needs to be taught to the housekeeping team in order to mitigate the complaint of unpleasant smell (Chen, et al., 2022, p. 939). Apparently, the team of employees need to be trained in regards to ventilation of the room, changing the restocking bed linen as well as towels and vacuuming floors as well as furniture in order to solve the problem of temperatures. They need to be taught by the floor housekeeping manager the etiquette and interaction with the customers, such as being proactive, responsible, encouraging good reviews and being available always to meet their necessities within time henceforth, solving the issue of providing the right customer service.  
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	Training Notes: As part of the training session, the housekeeping executive needs to provide knowledge regarding the health and safety protocols of customers. These include hand hygiene, respiratory hygiene and environmental health. As opined by Jo Dolasinski, and Reynolds, (2019, p. 350), hygiene training such as the washing of hands before serving food and covering the nose when coughing, especially after the pandemic, therefore, solving the problem of spreading the virus among the guests. The manager needs to provide knowledge to the team of staff regarding the fire safety regulations so that they can assist the guests during the disaster situation by self-closing doors in stairwells, fire alarms, smoke detectors and manual alarm systems.     
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	Training Notes: The housekeeping floor manager needs to provide knowledge to the group of the respective sector’s artisans regarding the usage of equipment in a hotel which includes trays, trolleys, cutlery, crockery, linen as well as glassware along with printed materials. Apart from it, the housekeeping team needs to be trained about the timing of using smoke detectors, fire extinguishers, carbon monoxide detectors and sprinkler systems. The teaching of the procedures for using these technologies can encourage them to solve the problems of providing amenities in a smooth manner. According to Tavitiyaman, et al., (2022, p. 960), the learning of communicating maintenance work needs to be adopted by the housekeeping team of workers like setting standard temperature levels in rooms, inspecting electrical systems and problems with the plumbing such as leakages, rotating as well as maintaining locks. The training session on this area can encourage them to mitigate the problems of providing the best guest services and build a good relationship, in order to achieve increased productivity (Tiwari, and Trivedi, 2020, p. 237).  
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	Training Notes: In the respective learning and development program, the floor executive needs to inculcate communication abilities, hence they can talk with the guests in a polite manner. The housekeeping artisans need to be taught to practice active listening, be concise in their interactions, and be respectful and patient in order to upgrade their interactive abilities. As depicted by Park, et al., (2019), they need to be trained to grow their cleaning abilities in order to impress the guests of the hotel like the procedure of handling cleaning products involving harsh chemicals and the capability to run cleaning tools like steam cleaners as well as floor buffers.   
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	Training Notes: An orientation on the inspection section needs to be given to the housekeeping employees by the floor manager which involves assessing the quality of hotel rooms by examining their furnishings, checking meeting spaces on the basis of layout, amenities as well as technologies and checking the hotel security measures. In the session the neglected cleaning areas and the procedure of  keeping them tidy needs to be taught such as bedroom headboard and interiors of drawers along with wardrobes. 
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	Training Notes: As part of the training the team of workers need to be taught the cleaning frequency schedule of the guest room, which involves seven days and the tidy section such as polishing brassware, high dusting, bathroom tiles scrubbing, vacuuming heavy furniture, transforming paper underline in drawers and keeping the window ledges dust free. This can guide a hotel or a resort’s housekeeping team to maintain efficient hygiene. 
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	Training Notes: After the Covid 19 pandemic, the group of artisans needs to be trained about the implications of a pandemic such as sterilizing the rooms with alcohol-based hand sanitizer and face masks, social distancing and checking the vaccination report (Bhrammanachote, and Sawangdee, 2021, p. 361).

	As part of the learning and development programme the day to day activities of the housekeeping area need to be taught such as mopping floors of rooms, emptying trash cans, dusting shelves and changing linen.   
Therefore it can be concluded that a floor housekeeping manager can resolve the complaints of the guests by providing on-the-job training on areas such as primary cleaning principles, communication and guest etiquette as well as interaction. 
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