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	Whilst spending time with the housekeeping team, it is very clear to see that they have to utilise a number of skills at the same time to maintain a consistent standard. I will be identifying some of these skills in this journal and use the Schön model of reflective practice to reflect on any of my experiences to help improve future actions and decisions.

One of the most notable skills I have come across is time management. This is particularly important for housekeeping staff as if they take too much time on each room, they will have to stay longer at work and may need to be retrained if time management doesn’t improve. It has been suggested that the more well trained staff are, then the faster they are more likely to be (Rosenthal, 2018). The housekeepers have on average 23 minutes to clean each room, this could be slightly more or less depending on the size of the rooms they have been allocated. 

The first impression of the hotel on it’s guests is so important and attention to detail by housekeeping staff plays a key part in this. The cleanliness of the hotel, it’s rooms and any attention to detail given can create a positive impression. Even for a 3 star hotel, you can achieve high standards by even the small touches. For example the housekeeping staff at Premier Inn ensure that the TV remotes in every clean room are lined up carefully against a menu rather than just being left in a random position. Attention to detail like this can make all the difference in a customer’s experience. It is so important to ensure cleaning is done to as a high a standard as possible before the guest is due to arrive as Premier Inn, and many other hotels, have now stopped doing daily housekeeping services to improve sustainability (O’Flaherty, 2023). 

Problem solving is also an essential skill particularly for the housekeeping managers. For example, timely room turnover is vital as Premier Inn also offer their customers an early check in service for an extra charge which I noticed was used very often. If a room isn’t ready yet then this in turn could lose the business money as they can not offer this service to their guests. The housekeeping manager regularly checks room throughout the day that should be ready for arrivals and communicates any issues immediately via a WhatsApp group chat. During one shift, we noticed one room was still dirty and when checking the staffs list that the room was allocated too, they noted it had been crossed off their list. It was not clear who did this or why but there was no time to properly investigate at that point. Instead, the manager asked all staff members free to help clean this room together and the manager also helped by changing the bedsheets to rectify the mistake quickly and ensure the room was ready for sale. Upon reflection, the housekeeping manager noted the error occurred as another staff member was meant to take an extra room from one of the lists but had crossed off the wrong room number by mistake. Although these mistakes can happen, on reflection I suggested that in the future if any lists are amended, staff could initial next to the amendment so that you could identify who made the change and address any issues with them specifically. This incident also identified how communication between the team is a vital key skill to make sure nothing is missed. 

Organisational skills are a must to ensure rooms are cleaned efficiently and within the suggested cleaning time mentioned above. The housekeeping manager must ensure that where possible, rooms are allocated fairly so that one staff member isn’t given all the larger rooms whilst another staff is given all the smaller ones. Rooms are usually allocated over one floor rather than over multiple floors. On reflection I can see this helps ensure staff are not having to keep going up and down the floors with their trolleys which will waste time and stall productivity (Weed, 2019). Housekeepers must ensure they organise their own tasks in ways to help maximise productivity and sometimes I noticed it is best to do certain tasks all at the same time rather than one room at a time. For example, the housekeepers will leave the hoovering until all rooms on the floor are clean rather than having to take the hoover out for each individual room.
It is clear that a number of skills in the housekeeping department are essential to maintain the Premier Inn hotels high standards and to achieve guest satisfaction.
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	Housekeeping checklist

	Task
	Description
	Complete
	Action?

	Preparation 

	Get cleaning trolley & room allocation sheet
	Check necessary supplies are on trolley as per allocation sheet
	
	

	Wear PPE
	Gloves, aprons and any protective equipment required
	
	

	Check for room signs & announce entry
	Knock gently, clearly announce ‘Housekeeping’, leave door open
	
	

	Cleaning the bed area – 7 minutes

	Remove litter and bed linens
	Remove any litter and remove bed linen and put in dirty laundry bag
	
	

	Check for bedbugs
	Inspect bed for any bedbugs and report if found
	
	

	Check mattress 
	Check for any damage or stains
	
	

	Check for any litter
	Remove any litter on bed 
	
	

	Replace with clean bed linens
	Ensure bed linens are tucked in neatly at each corner of bed 
	
	

	Arrange pillows 
	Fluff pillows and arrange neatly under bed covers at top of bed
	
	

	Cleaning the bathroom – 7 minutes – GREEN CLOTH

	Clean and disinfect
	Clean and disinfect sink, toilet and bath/shower
	
	

	Refill amenities
	Refill toilet roll, soap, shampoo, tissues
	
	

	Replace towels
	Removed used towels and replace with neatly folded, fresh towels
	
	

	Check plumbing
	Check for any leaks or blockages in sink or toilet
	
	

	Cleaning surfaces, mirrors and windows – 4 minutes – BLUE CLOTH

	Dust all surfaces
	Dust furniture, headboards, mirrors, windows, electronics
	
	

	Wipe down surface
	Wipe down all surfaces with disinfectant
	
	

	Clean and put electronics in place
	Clean phone, tv remote, alarm clock and leave in correct place
	
	

	Clean mirrors and windows
	Wipe down mirrors in room and bathroom, wipe down windows
	
	

	Check curtains and leave open
	Check curtains for damage, dust curtains, leave them open to let light in
	
	

	Final clean and inspection – 5 minutes

	Vacuum and mop
	Vacuum room including under the bed, mop bathroom floors
	
	

	Walkthrough
	Check over cleanliness of room, check menus/leaflets placed neatly
	
	

	Check all amenities are in place
	Kettle, utensils, coffee/tea/milk, extra pillows in zipped bag
	
	

	Freshen room
	Spray air freshener before leaving room
	
	


Housekeeping staff to work through each section on checklist and tick complete once each task has been done. 

Once cleaning is completed in the room, a message must be sent on the housekeeping chat group to the supervisor with the room number of the completed room and what action, if any, is needed. Supervisor will then add this to her checklist below to ensure action is taken when or even before she inspects the rooms.

	Housekeeping Supervisor Checklist

	Room Number
	Action needed 
	Action taken

	
	
	

	
	
	

	
	
	

	
	
	


	Based on your completed checklist you will need to write 500 words in essay format discussing the following: 

· How will you ensure that the rooms are cleaned to brand standards? 

· What measures would you introduce to improve team effectiveness? 

· Why would you consider your check list to be the most effective? 

Premier Inn hotels have been facing issues with consistency in their housekeeping departments and this has been reflected in complaints received from guests. 

This essay will look at implementing a room cleaning checklist to ensure rooms are cleaned to brand standards and improve efficiency.
The newly developed checklist lists each cleaning area of the room including a detailed breakdown of what each task requires. It is split into sections so that staff can easily identify the areas required to clean and ensure no aspect is overlooked. This is particularly important as cleanliness is noticed when it is not present according to Ritz-Carlton Leadership Center (2022). There is also a note to remind staff which colour cloth to use for specific sections to help avoid cross contamination. The checklists will be laminated so that each staff member can use them whilst in the room, checking off as they complete each task to help manage their time and provides a visual aid to see what it is left to do. Each form can be wiped clean when starting a new room.
Premier Inn staff have an average of 23 minutes per room which can vary depending on the size of room. The checklist notes the amount of time each section should take on average and this enables the housekeeping team to work autonomously as they can check over the room first and identify areas in each room that they can see will take longer and take accountability in managing their own time by deciding whether to do these longer tasks at the beginning or end. 
Currently the supervisor has to inspect each room and as is not aware of which rooms are complete so takes multiple trips throughout the day checking if room is clean and then inspects for any issues. The checklist will help the supervisor’s productivity as the housekeeper will be notifying of each complete room and any action needed such as no spare pillows in zipped bag. Having various forms of communication with the team can help reduce confusion and maximise productivity (hotelcleaningservices.com, n.d.). In this case, it means the supervisor will know which rooms are complete and ready for inspection and also can prepare before going to inspect the room taking with them any equipment or amenities that are required for action to be taken and avoid having to make multiple trips across the hotel.
The checklist will help standardise staff training and identify immediately any areas staff are unsure of. The checklist can be used to train staff more effectively as they can work through each section and ensure they are complying with the standard required for each area. It has been suggested by Aguilar-Escobar et al. (2021) that major tasks can missed if there is no standardised training as at times staff may be trained by their co-workers. The new checklist enables any member of staff to be able to train another staff member to the same brand standard.
In conclusion, the new housekeeping checklist will be effective in ensuring that rooms are cleaned to the Premier Inn hotel brand standards due to it’s detailed and systematic approach.
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