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To guarantee the cleanliness and general upkeep of a facility, working in the housekeeping crew calls on a varied range of talents and abilities. I recently got the chance to learn and hone these crucial abilities while working in a cleaning crew. In this reflection, I will go over the crucial abilities needed to function in a housekeeping team and consider how I have improved in each of them. 
Paying attention to detail is one of the team's core competencies. In order to maintain the facility pristine in all areas, a housekeeper has to have a strong eye for cleanliness. This ability calls for paying great attention to even the tiniest things, such as dust on surfaces, stains on clothing, or detritus in awkward places. My expertise has taught me how to build this talent by adopting a methodical cleaning strategy and upholding strict standards of cleanliness across the facility. Furthermore, time management skills are essential for members of the cleaning staff. Housekeepers frequently work under time constraints and strict deadlines, particularly in environments with a lot of foot traffic or when there are several rooms to clean. To guarantee that every area is cleaned fully and on time, it is crucial to be able to prioritise duties, manage time effectively, and work systematically. I have improved my time management abilities during the course of my tenure on the housekeeping crew by making a cleaning plan, establishing reasonable goals, and concentrating on doing each assignment within the allocated time. Additionally, while housekeeping may appear to be a solitary activity, good teamwork is essential when engaging with visitors or other staff members. Everyone will be informed of their duties, any special requirements or any modifications to the cleaning schedule provided communication is clear and simple. Additionally, clients' experiences and happiness are improved when staff members can interact with them nicely and professionally. By promoting a collaborative atmosphere and upholding open lines of communication with team members and visitors, working on the cleaning team has given me the opportunity to hone my communication abilities.
Physical stamina and endurance are necessary for duties like carrying heavy things, standing for long periods of time, and cleaning several rooms, making housekeeping work physically taxing. Strength and physical fitness are necessary to execute activities quickly without sacrificing quality. In order to minimise accidents and maintain top performance among the housekeeping staff, I have come to understand the significance of maintaining excellent physical health, participating in regular exercise, and adopting correct lifting techniques. In addition, Due to the constantly changing nature of the job, flexibility and adaptability are essential qualities for the cleaning crew. Unexpected events might occur, plans can alter, and new cleaning methods or technologies can be introduced. The housekeeping personnel must be able to alter fast, accept change, and modify cleaning schedules accordingly if they are to continue working effectively and efficiently. I have gotten better at reacting quickly to new difficulties and using cutting-edge cleaning techniques to increase productivity and uphold high standards. The variety of staff is also essential to understanding and effectively employing workers’ skills.  Housekeepers frequently face a variety of difficulties, including difficult-to-remove stains, broken equipment, and unanticipated spills. The ability to solve problems helps housekeeping employees to deal with these problems quickly and effectively, minimising disturbances and keeping the area clean. By actively looking for answers, studying efficient cleaning methods, and collaborating with knowledgeable team members to address issues in the housekeeping process, I have enhanced my problem-solving abilities via experience. Having a varied set of abilities and competencies is necessary to work on the housekeeping crew. I have learned to value the value of attention to detail, time management, communication skills, physical stamina, flexibility, adaptability, and problem-solving skills throughout my time in this position. The housekeeping crew is responsible for working with different departments for each guest the hotel receives as they need to collaborate with different departments for the different needs of the guest. For example, when a guest arrives, they receive the guest at reception and show them their rooms. Also, they ensure that the rooms are available in their best condition before any other guest arrives. Similarly, they collaborate with the kitchen department to provide all the ordered things to the guests in their rooms. They ensure that the guests are provided with all the amenities they need till they stay at the hotel. This makes me realise that my keen observation skills will be helpful in this job role if needed. 
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – You have just been promoted to the 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 room was not properly cleaned at the time of arrival 

	As there is rush at the hotels so there was a burden on the staff members and that's the reason they forget to clean and organise the room
	Offer a heartfelt apology: I would approach  the visitor and apologise profusely for the inconvenience. It's crucial to show sympathy and reassure the customer that taking their concern seriously.

	Talk to the housekeeping staff: After taking care of the urgent issues, will I assemble the housekeeping staff to talk about the situation. I would emphasise the value of upholding strict standards for cleanliness and remind them of the influence their job had on the visiting experience. I would want to promote open communication and provide assistance in locating any underlying problems in the department.

	Conduct training or refresher sessions: I would plan training or refresher courses for the cleaning personnel to help prevent such accidents in the future. The emphasis of these lessons would be on repeating correct cleaning techniques, emphasising the value of attention to detail, and talking about good team communication.




	Time was not properly managed by the cleaning staff in order to clean every room effectively and efficiently.



	Many members of the cleaning staff arrived late and because of the few staff many rooms have remained un cleaned that day and guests checked in before the rooms were prepared 
	I would try to understand why the members of the team are arrived late and try to address their problems as soon as possible
	I will make a strict schedule for the members of the team in order to prevent this from happening in the future. I will personally have a meeting in the morning so the staff will understand what they have to do that day. 
	I will start having meetings on a daily basis in order to explain to the members of the team what their responsibility are for the  day. I will also try to catch up with housekeeping at the end of the day, in order to appreciate the work done, that will increase the confidence of the workers.

	Many members got late even at the time of rush at the hotel


	Members were not aware of the rush and timing was not provided clearly to the members so they arrived home late
	I will apologise to the guests and request them to wait  and provide them with some free refreshments . Furthermore, I would ask the staff members to clean the room as soon as possible.
	I would send the daily routine to every member of the staff the day before, which would help them to know their routine and any changes required.
	I will start awarding the members of the team for coming on time like dinner from my side which will help me gain respect and it will increase the productivity of the members of the team

	Many important accessories were not provided in the rooms like towels, shops and shampoo 


	Because of the rush and fewer staff members it was getting hard to manage various things at once and that's many accessories were not provided in the rooms
	I will also provide some small refreshments like chocolates or small drinks for the inconvenience happened to the guest and apologise to them.
	I will make sure that the accessories are already provided when the guest leaves from the hotel and make sure that room is properly cleaned just after guests checkout 
	I will ask the staff members to clean the rooms as soon as the guest checks out and provide important accessories at that time which will also reduce the burden on the staff

	Keys were provided to the guest without any information regarding the rooms whether they are ready or not
	The management of the hotel was not aware that the room was not properly prepared for the guest and handled the key to the guest without checking 
	I will ask the management to provide some discount to the guest for some inconvenience which will also increase the positive perception of the company
	I would try to provide detailed information about the rooms which are cleaned and which are not cleaned to the management, which will also help them to stay alert about the preparation of the room for the guests.
	I would ask the team members to make notes and details about the rooms which are not cleaned and pass them to the upper management which will provide them with information to clean the room and help the team members to understand which accessories are needed to be provided in each room.




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.

	







	Training Notes: Housekeeping is an operational department created to build comfortable, clean, safe, and aesthetically appealing environment within the hotel. Good housekeeping ensures that there are no unnecessary items scattered in the place and all the amenities are at place (González et al., 2021). 


	







	Training Notes: Housekeeping department is responsible for maintenance, cleanliness, and assuring that all rooms and public areas are aesthetically appealing.
The department needs to prepare the rooms and make it available for the next guest to check-in right in time.
The objective is to give guests an alluring room which has a direct impact on guest’s experience with the hotel (Chatterjee, 2023).
Housekeeping employees are expected to coordinate with front desk team to ensure that turnaround of rooms is done right in time and stay updated with each room’s occupancy status. 
Housekeeping staff is also expected to communicate with maintenance or engineering department in case they spot an issue with anything for instance television, air conditioner, plumbing, lighting, ventilation issues, furniture, toilet, vanity, electrical faults, tub, towel racks, heating units, etc. (Samosir, 2022).


	






	Training Notes:
Uniform ¬ uniform is designed to suite the requirements of staff members; it protects them from stains and toxins generated by everyday chores and cleaning product usage. It also helps in creating cohesion and promotes team spirit. 
Cleaning Equipment ¬ all equipment like mops, vacuum, trolley, broom, brushes, and commercial cleaning equipment must be used with correct care and manufacturing guidelines must be adhered. Failure to it will result in reduced lifespan of the equipment and negatively impact the job done.
Cleaning Chemicals¬ product must only be used when the staff has complete knowledge of it for instance correct amounts to use, product would not damage the surface it is being used on, safety hazards, correct application, etc. will help in effective utilisation of product.
Maintenance ¬ the housekeeping team must not do the maintenance work themselves but they must proactively report any errors to the assigned authority or the floor manager. They are also required to monitor the repair. This process will help quickly resolve any issues thus reducing the number of complaints received from guests.
Laundry ¬ though they do not need to manage the laundry themselves they must be aware of certain basic functions like folding clothes etc. This will also help them in providing in room services like making bed, hang towels, etc.
Communication ¬ it is not only essential to coordinate with other departments but also with the members of the team. Communication helps in improving team bonding and ensures that highest level of approach and care are attained. 
Health and Safety ¬ the entire team must be aware of recent safety precautions as ignorance may result in fines and other administrative actions. It is for the betterment of staff as well as guests entering the premises. 
Fire Protocols ¬ similar to health and safety the staff must be well versed with what needs to be done in case of a fire breakout. It is but obvious that guests’ first instinct will be to ask staff members present at the site for help. In this scenario the staff should be aware of the adequate procedure to follow. 


	








	Training Notes:
It was developed by researchers Arnold Bakker and Evangelia Demerouti in the year 2006. The model specifies that working conditions can be classified into two categories, namely: job demands and job resources (Kwon and Kim, 2020). The JD-R Model emphasises when job demands are high and job positives are low, it may result in stress and burnout. Inversely, good job positives can foster employee motivation and engagement. It also helps in reducing the effects of extreme job demands (Jenny et al., 2020).




	

	





	Training Notes:
They are physical and emotional factors that cause stress.
This includes various aspects like heavy workload, stressful working environment, emotional labour, deadlines, role ambiguity, and poor relationships (Radic et al., 2020).




	



	







	Training Notes: 
They encompass physical, social and organisational factors that may help employees to achieve goals and reduce stress. 
Examples of it include strong work relationships, autonomy, training and development, and coaching and mentoring (Li et al., 2023).


	








	Training Notes: Identify Job Demands ¬ notice and evaluate possible reasons of stress it may include a variety of factors like short deadlines, an uncomfortable work environment, poor working relationships, unclear goals or role ambiguity, high volumes of work etc.
Address Job Demands ¬ after identifying the reasons for stress work on resolving these issues. To begin with is assuring that the task assigned to any individual is within their capacity and in accordance to their skills. Next is passing prior information of any task to avoid any last moment clashes. Similarly, optimistic work culture will be promoted through diversification and empathy.
Identify Possible Job Resources/Positives¬ what follows is the identification and promoting job positives. These encompass regular constructive feedback, training and development etc.
Promote Job Resources ¬ implement the job positives identified in previous step into daily life working


	






	Training Notes: Most of the cleaning work is done in teams. So in order to maintain the team spirit, the organization has planned a few steps which are mentioned below.
Clear Communication¬ employee will be provided with clear instructions and orders from all the authorities and management in order to avoid miscommunication and misunderstandings between the employees.
Food for the Win¬ management will make sure all members of a team are  given lunch break on the same time or team lunches are organised to ensure bonding and friendly environment.
Appraisal¬ both the best employee and the best team will be appreciated and a good appraisal will be provided (Drake, 2021).


	




	Training Notes: This brings the team to the conclusion that all the human resources no matter the management or housekeeping staff are an integral part of the organisation.
All their needs will be taken care of and all their suggestions and complaints will be heard.
They will be provided by a healthy work environment, flexible working hours and all the basic amenities.
This will not just lead to employee’s growth but is also expected to increase their efficiency for the organization's benefits.
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Uniform ¬ uniform is designed to suite the requirements of staff members; it protects them from stains and toxins generated by everyday chores and cleaning product usage. It also helps in creating cohesion and promotes team spirit. 

Cleaning Equipment ¬ all equipment like mops, vacuum, trolley, broom, brushes, and commercial cleaning equipment must be used with correct care and manufacturing guidelines must be adhered. Failure to it will result in reduced lifespan of the equipment and negatively impact the job done.

Cleaning Chemicals¬ product must only be used when the staff has complete knowledge of it for instance correct amounts to use, product would not damage the surface it is being used on, safety hazards, correct application, etc. will help in effective utilisation of product.

Maintenance ¬ the housekeeping team must not do the maintenance work themselves but they must proactively report any errors to the assigned authority or the floor manager. They are also required to monitor the repair. This process will help quickly resolve any issues thus reducing the number of complaints received from guests.

Laundry ¬ though they do not need to manage the laundry themselves they must be aware of certain basic functions like folding clothes etc. This will also help them in providing in room services like making bed, hang towels, etc.

Communication ¬ it is not only essential to coordinate with other departments but also with the members of the team. Communication helps in improving team bonding and ensures that highest level of approach and care are attained. 

Health and Safety ¬ the entire team must be aware of recent safety precautions as ignorance may result in fines and other administrative actions. It is for the betterment of staff as well as guests entering the premises. 

Fire Protocols ¬ similar to health and safety the staff must be well versed with what needs to be done in case of a fire breakout. It is but obvious that guests’ first instinct will be to ask staff members present at the site for help. In this scenario the staff should be aware of the adequate procedure to follow. 
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JD-R Model


Job demand is high = Job Positives are low

Good job positive leads to employee motivation

Low job positive leads to stress and burnout





















It was developed by researchers Arnold Bakker and Evangelia Demerouti in the year 2006. The model specifies that working conditions can be classified into two categories, namely: job demands and job resources (Kwon and Kim, 2020). The JD-R Model emphasises when job demands are high and job positives are low, it may result in stress and burnout. Inversely, good job positives can foster employee motivation and engagement. It also helps in reducing the effects of extreme job demands (Jenny et al., 2020).
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Job demands 

















They are physical and emotional factors that cause stress.

This includes various aspects like heavy workload, stressful working environment, emotional labour, deadlines, role ambiguity, and poor relationships (Radic et al., 2020).
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Job resources (job positives) 

















They encompass physical, social and organisational factors that may help employees to achieve goals and reduce stress. 

Examples of it include strong work relationships, autonomy, training and development, and coaching and mentoring (Li et al., 2023).
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Application of the Model


Identify job demands.

Address job demands.

Identify possible job resources/positives.

Promote job resources (Tang and Yong, 2023). 

















Identify Job Demands ¬ notice and evaluate possible reasons of stress it may include a variety of factors like short deadlines, an uncomfortable work environment, poor working relationships, unclear goals or role ambiguity, high volumes of work etc.

Address Job Demands ¬ after identifying the reasons for stress work on resolving these issues. To begin with is assuring that the task assigned to any individual is within their capacity and in accordance to their skills. Next is passing prior information of any task to avoid any last moment clashes. Similarly, optimistic work culture will be promoted through diversification and empathy.

Identify Possible Job Resources/Positives¬ what follows is the identification and promoting job positives. These encompass regular constructive feedback, training and development etc.

Promote Job Resources ¬ implement the job positives identified in previous step into daily life working
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Boosting Team Spirit


Clear Communication should be provided to the staff.

Motivations like free food for the staffs should be ensured.

Performance should be appraised (Drake, 2021).



















Most of the cleaning work is done in teams. So in order to maintain the team spirit the organization has planned a few steps which are mentioned below.

Clear Communication¬ employee will be provided with clear instructions and orders from all the authorities and management in order to avoid miscommunication and misunderstandings between the employees.

Food for the Win¬ management will make sure all members of a team are  given lunch break on the same time or team lunches are organised to ensure bonding and friendly environment.

Appraisal¬ both the best employee and the best team will be appreciated and a good appraisal will be provided (Drake, 2021).
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Conclusion


Hear suggestions and complaints of the staff

Occasions to relieve stress like a healthy work environment, flexible working hours and all the basic amenities should be provided.

















This brings the team to the conclusion that all the human resources no matter the management or housekeeping staff are an integral part of the organisation.

All their needs will be taken care of and all their suggestions and complaints will be heard.

They will be provided by a healthy work environment, flexible working hours and all the basic amenities.

This will not just lead to employee’s growth but is also expected to increase their efficiency for the organization's benefits.
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Introduction


This presentation includes 

Good practices that needs to be followed by Housekeeping department.

Their roles and responsibility 

JD-R model

What this job demands and what are its positives (González et al., 2021). 



















Housekeeping is an operational department created to build comfortable, clean, safe, and aesthetically appealing environment within the hotel. Good housekeeping ensures that there are no unnecessary items scattered in the place and all the amenities are at place (González et al., 2021). 
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The housekeeping department is responsible for



maintenance and cleanliness,



Ensuring to fulfil guest needs and attending to them at

all times



Coordinating with different departments for doing so.

For ex-



With the front desk team to receive a guest on time.



With the maintenance or engineering department to ensure

availability of resources to the guests at all times (Samosir,

2022).
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Roles and Responsibilities


The housekeeping department is responsible for

maintenance and cleanliness, 

Ensuring to fulfil guest needs and attending to them at all times

 Coordinating with different departments for doing so. For ex- 

With the front desk team to receive a guest on time.

With the maintenance or engineering department to ensure availability of resources to the guests at all times (Samosir, 2022).



















Housekeeping department is responsible for maintenance, cleanliness, and assuring that all rooms and public areas are aesthetically appealing.

The department needs to prepare the rooms and make it available for the next guest to check-in right in time.

The objective is to give guests an alluring room which has a direct impact on guest’s experience with the hotel (Chatterjee, 2023).

Housekeeping employees are expected to coordinate with front desk team to ensure that turnaround of rooms is done right in time and stay updated with each room’s occupancy status. 

Housekeeping staff is also expected to communicate with maintenance or engineering department in case they spot an issue with anything for instance television, air conditioner, plumbing, lighting, ventilation issues, furniture, toilet, vanity, electrical faults, tub, towel racks, heating units, etc. (Samosir, 2022).
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