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1.0 Introduction to Key skills to work in a Housekeeping Department. 
Housekeeping is an essential part of the hospitality industry, demanding a unique set of skills for success. Housekeeping is about creating a welcoming, clean, and comfortable environment for guests, which requires a thorough eye for detail, efficient time management, and strong work ethic. Teamwork and communication are vital, as they ensure that standards are evenly continued, and tasks are completed smoothly. Housekeepers must also possess physical stamina and a service-oriented mindset to consistently deliver high-quality service that enhances the overall guest experience (Alam, 2023).

2.0 Reflection Report 
Reflective practice is an essential process for personal and professional development, particularly within the hotel industry where attention to detail, time management, teamwork, and customer service orientation are critical. Here, I will use Gibbs' Model of Reflective Practice to reflect on these key skills in the context of my experience in hotel housekeeping (Doll, Stevens and Bearman, 2017). 
Description: In my role as a housekeeper at a Hilton Hotel, I was responsible for the proper cleaning of guest rooms, managing my tasks within tight time constraints, working cohesively with a diverse team, and engaging with guests to ensure their comfort and satisfaction. This role demanded a keen eye for detail, swift execution of duties, and a warm, customer-oriented approach to service, all of which were crucial for upholding the hotel's reputation for excellence in hospitality.
Feelings: While fulfilling my housekeeping duties, I often felt a deep sense of pride and accomplishment when guests appreciated the cleanliness and attention to detail in their rooms. However, during peak seasons or when facing a high volume of check-ins, I experienced stress and the challenge of maintaining composure. Despite this, the camaraderie with my team and the opportunity to enhance guest experiences always reinvigorated my passion for the role and the hospitality industry at large.

Evaluation: My dedication to maintaining impeccable room standards consistently garnered positive feedback, affirming my strong attention to detail. Time management was typically a forte, though peak season pressures revealed occasional lapses. Team dynamics were robust, with effective communication aiding our collective efficiency. In customer service, I was generally adept, proactively addressing guest needs with empathy and professionalism. Nevertheless, there were moments when difficult situations tested my problem-solving skills, indicating a need for further development in managing and anticipating guest expectations to maintain the high service standards of the hotel industry.

3.0 Analysis: 
Reflecting on my housekeeping role, I see my meticulous approach as aligned with lean management principles, specifically the focus on value by eliminating all forms of waste, including errors and unnecessary steps that don't add value for the guest. By anticipating needs and addressing them efficiently, I reduced rework and increased efficiency in room preparation (Perdomo Verdecia, Sacristán-Díaz and Garrido-Vega, 2022).

My time management approach was influenced by Stephen Covey's Time Management Matrix, which categorizes tasks into four quadrants based on urgency and importance. I strived to operate mainly in Quadrant II, dealing with important tasks before they became urgent, such as restocking supplies and scheduling deep-cleaning tasks during downtimes. This proactive strategy prevented last-minute rushes and maintained a steady workflow (Znaidi and Sabir, 2019).

In terms of teamwork, Tuckman's stages of group development were evident in our team's progression. Initially, during the 'forming' stage, we acquainted ourselves with our tasks and each other's working styles. We then entered the 'storming' phase, where differing approaches sometimes led to friction. However, as we progressed to 'norming' and 'performing,' we found our rhythm, learning to anticipate each other's movements and work in a more cohesive and synchronized manner (Bonebright, 2010).

Lastly, my customer service practice was guided by the RATER model. Reliability was crucial; guests depended on us for consistent cleanliness. Assurance came with demonstrating competence in our tasks, tangibles were reflected in the physical quality of the room and amenities, empathy was shown in understanding and responding to guest needs, and responsiveness was our promptness in addressing those needs. By adhering to these principles, I sought to provide a seamless and satisfying guest experience (Sulasmini and Saputra, 2015).

4.0 Conclusion 
Key skills essential for working within a housekeeping team include attention to detail, time management, effective communication, teamwork, adaptability, and customer service orientation. Reflecting on my skills through Gibbs' model, I recognize that while my meticulous nature and collaborative spirit resonate with lean management principles and Tuckman's teamwork stages, there is room to grow in areas such as Covey's proactive time management and the RATER model's customer service framework. Industry leaders like The Ritz-Carlton exemplify these skills through their renowned service standards. To conclude, continuous reflection and skill enhancement are imperative to excel in the evolving landscape of hotel housekeeping.
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Hilton Hotel, Oxford – Guest Room Cleaning Check List 

   Date:                      Housekeeper/Inspected By:                      Room Number: _____________

	Cleaning Task
	Yes
	No

	Initial Room inspections 
	
	

	Check for any immediate maintenance issues.
	
	

	Check all electrical appliances are functioning properly.
	
	

	Look for any items left behind by previous guests and turn them into lost and found.
	
	

	Open windows for ventilation (If possible)
	
	

	
	
	

	Dusting and Dry Tasks 
	
	

	Dust all surfaces, including furniture, window ledges, and picture frames.
	
	

	Wipe down the television screen and remote control with a microfiber cloth.
	
	

	Clean mirrors and glass surfaces with a streak-free cleaner.
	
	

	Empty and sanitize waste baskets.
	
	

	Replace liners in all trash cans.
	
	

	
	
	

	Linen Replacement
	
	

	Replace all the ben linen with fresh ones.
	
	

	Ensuring that the linens are crisp and tucked properly.
	
	

	Replace used towels with fresh, neatly folded ones.
	
	

	
	
	

	Bathroom Cleaning 
	
	

	Clean and disinfect the toilet, inside and out.
	
	

	Scrub the shower/tub and clear the drain of any debris.
	
	

	Clean all bathroom fixtures, including faucets and showerheads.
	
	

	Wipe down counters and sink and replenish soap and toiletries.
	
	

	Clean and mop the bathroom floor.
	
	

	Replace bathmat with a clean one.
	
	

	
	
	

	Vacuuming and Floor Care
	
	

	Vacuum all the carpeted areas. 
	
	

	Sweep and mop hard floors.
	
	

	Check the condition of the carpet and report any stains that require deep cleaning.
	
	

	
	
	

	Final Touches 
	
	

	Ensure all items are restocked, including coffee supplies, glassware, and notepads.
	
	

	Align all furniture to its original position.
	
	

	Close windows and adjust the thermostat to a standard temperature.
	
	

	
	
	

	Safety and Security
	
	

	Ensure all appliances are turned off.
	
	

	Double-check that the room has no water leaks or hazards.
	
	



Additional Notes/ Comments:

1.0 Introduction to Cleaning rooms to the brand standards. 
Housekeeping plays a pivotal role in hospitality settings, as it ensures cleanliness, order, and a pleasant environment, enhancing the well-being and comfort of service users.
Ensuring that hotel rooms are cleaned to brand standards is essential for maintaining a positive guest experience and upholding the reputation of the establishment. To achieve this, several key steps must be taken. Proper training and supervision of the housekeeping staff are crucial. Employees should be educated on brand-specific cleaning protocols, the use of cleaning products, and attention to detail. Regular training sessions to examine the competency levels and performance evaluations can help maintain consistency (Aguilar-Escobar et al., 2021). Implementing a robust quality control system is also vital. Frequent inspections of hotel rooms by supervisors or designated quality control personnel should be carried out. They should use checklists and adhere to established brand standards to ensure that rooms meet all cleanliness and presentation requirements. Moreover, the selection and use of high-quality cleaning products and equipment are paramount. Investing in modern cleaning technology and effective, eco-friendly cleaning products can enhance efficiency and maintain cleanliness at brand standards. By consistently adhering to these principles, hotels can ensure that every guest experiences a clean and comfortable stay, ultimately contributing to the success and reputation of the establishment (Bhatnagar and Nim, 2019).

2.0 Measures to be introduce to improve the housekeeping effectiveness. 
To enhance the effectiveness of a hotel's housekeeping team, Tuckman's Stages of Group Development can be applied (Figure 1). Initially, in the "Forming" stage, it's vital to ensure clear and comprehensive onboarding for new team members, including an introduction to the hotel's standards, policies, and procedures. This fosters a sense of belonging and shared purpose (Natvig and Stark, 2016). As the team progresses to the "Storming" stage, encourage open communication, and provide conflict resolution training to address any disagreements that may arise during tasks or scheduling conflicts. Moving on to the "Norming" phase, establish clear norms and routines, allowing the team to collaborate seamlessly. Regular team meetings can help reinforce these norms and foster a culture of collaboration and accountability. In the "Performing" stage, focus on ongoing training and skill development to maintain a high level of performance, and celebrate team achievements to boost morale. Lastly, during the "Adjourning" phase, acknowledge the contributions of departing team members and ensure a smooth transition, promoting a sense of closure and gratitude. By navigating through these stages effectively, the hotel's housekeeping team can consistently provide exceptional service and maintain a harmonious and productive work environment (Bonebright, 2010).
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Figure 1 - Tuckman's Stages of Group Development - Tuckman's Stages of Group Development is a framework outlining the sequential phases of team evolution: Forming (initial orientation), Storming (conflict and friction), Norming (establishing norms and unity), Performing (optimal productivity), and Adjourning (concluding tasks). It offers insights into how teams progress through these stages, aiding in better teamwork and overall effectiveness (Bonebright, 2010).

 











3.0 Importance of having a clear and detailed checklist for housekeeping. 

A proper housekeeping checklist is essential for ensuring consistent and thorough cleaning, preventing oversights, maintaining hygiene and safety standards, enhancing guest satisfaction, and streamlining housekeeping operations (Cano, Bajao and Etcuban, 2019).
The provided housekeeping cleaning checklist is highly effective for several reasons. Firstly, it encompasses a comprehensive range of areas within a hotel, including guest rooms, public spaces, bathrooms, corridors, and employee areas. This thorough coverage ensures that no crucial cleaning task is overlooked, promoting consistency in cleanliness throughout the establishment. Secondly, the checklist is concise and straightforward, making it easy for housekeeping staff to follow and complete tasks efficiently. It clearly outlines the specific actions required in each area, ensuring that nothing is left to interpretation, reducing the likelihood of oversight, and streamlining the cleaning process.
This checklist emphasizes essential aspects of cleaning, such as disinfection, maintenance checks, restocking amenities, and the identification of lost and found items. This attention to detail not only upholds hygiene standards but also enhances guest satisfaction and safety (Singh Ph.D, 2023).
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