	
[image: UWTSD new Logo]

Component One:

	Student No:
	2119062
	

	
	
Module Title:
	Hotel Placement - Operating Hotel Facilities 
	

	
	Module Code:
	(BMIH4006)
	

	
	Lecturer:
	
	

	
	
	
	

	

Housekeeping is a critical function in the hospitality industry in the UK. It is responsible for maintaining high standards of cleanliness, hygiene, and orderliness in hotels, resorts, restaurants, and other establishments (Accommodation Management, n.d.). Housekeeping team members play an important role in creating a positive guest experience by ensuring that the premises are clean, comfortable, and safe. Here in this journal, I will discuss the key skills required to work in the UK housekeeping team, personal reflections, and how theoretical knowledge I learned from this module can be applied in the industry.

Key Skills Required in UK Housekeeping Team
Attention to detail: Attention to detail is an essential skill for housekeeping team members (CLIMB, 2022). They must ensure that all areas are cleaned thoroughly, and nothing is missed. Even the smallest details, such as tidying up loose cables or straightening pictures, can make a big difference in guest satisfaction.
Time management: To guarantee that all duties are finished on schedule, the cleaning team must efficiently manage their time. To finish their responsibilities within the allotted time, they must prioritize their work and work hard.
Communication: Good communication is essential for effective teamwork. Housekeeping team members must communicate with each other and with other departments to ensure that everything is running smoothly. They must also communicate effectively with guests to address their needs and concerns.
Physical stamina: Housekeeping can be physically demanding, and team members must have the stamina to perform their tasks (Alex and er, n.d.). They may have to lift heavy objects, climb stairs, and stand for long periods.
Customer service: housekeeping team members must have a customer service-oriented approach to ensure that guests feel welcome and comfortable. They must be polite, friendly, and helpful in their interactions with guests.




Personal Reflection
After studying this module, I have gained an extensive knowledge that the housekeeping team in the hotel industry play an integral role in creating a memorable and positive guest experience. As such, it is essential that team members possess key skills and qualities to effectively perform their duties. In this reflection piece, I will discuss the key skills required when working in housekeeping and how I will be able to hone and develop these skills for my future career.
One of the most important skills that housekeeping team members must possess is exceptional attention to detail. In order to ensure guest rooms are clean and properly maintained, team members must be capable of completing tasks to a high standard and with diligence. I believe I am proficient in this area; I take pride in my ability to complete tasks in a timely and meticulous way.
Furthermore, team members also need to be able to handle difficult situations and customer queries in a professional and friendly manner. It is important to have a good understanding of customer service, as well as an ability to remain calm and level-headed in tricky situations. I have had the opportunity to work with a range of customers throughout my career, allowing me to develop my communication and customer service skills.
It is also important for housekeeping team members to have an organised and disciplined attitude. To successfully manage a hotel's housekeeping services, team members must be capable of multi-tasking and prioritising tasks effectively. I have gained experience in this area through a range of job roles, helping me to develop my organizational skills.

Applying Theoretical Knowledge in the Industry
Theoretical knowledge is an essential component of any housekeeping team member's skill set. Knowledge of cleaning techniques, sanitation standards, and safety protocols are essential for ensuring that the premises are clean and safe for guests (Watson, 2008). For example, knowledge of the proper use of cleaning products can prevent damage to surfaces and ensure that they are effectively cleaned. Knowledge of sanitation standards can ensure that all surfaces are disinfected, reducing the spread of germs and illnesses. Understanding safety protocols can prevent accidents and injuries.
In addition to technical knowledge, soft skills such as communication and customer service can also be enhanced through theoretical knowledge. Courses in communication and customer service can help housekeeping team members develop their interpersonal skills and improve guest satisfaction. Training in time management can also help team members prioritize their workload and manage their time effectively.
To conclude, I can attest to the importance of these skills and will also be able to apply them in future. Attention to detail is critical in housekeeping, as even the smallest missed details can lead to guest complaints. Time management is also essential, as there are often many tasks to complete in a short period (mapal-os.com, n.d.). Communication is also vital, as housekeeping team members need to work together to ensure that everything is running smoothly. Physical stamina is also important, as the job can be physically demanding.
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Component Two:


	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?


	
Poor quality control: The issue of a room not being properly cleaned indicates that there may be a problem with quality control (ukdiss.com, n.d.). There may be a lack of inspection processes in place to ensure that all rooms are cleaned to the required standards.

	Lack of supervision: There may be a lack of supervision and oversight of the housekeeping team members responsible for cleaning the room (businessplus.ie, 2023). Without proper supervision, team members may not feel accountable for the quality of their work, leading to inconsistent cleaning standards.
	Poor quality control: To address this issue, I would implement a quality control checklist that outlines specific cleaning tasks and standards that must be met for each room. I would also assign a senior housekeeping team member to review each room before it is released to guests.
	Reinforce training: To ensure that all team members are aware of the required cleaning standards, I would provide additional training sessions to review cleaning procedures and techniques. I would also provide ongoing coaching and feedback to help them improve their skills.
	Set clear expectations: I would establish clear expectations and communicate them to the team members (Infraspeak Blog, 2022). This would include outlining their roles and responsibilities, providing a clear set of standards to be met, and regularly reviewing performance.

	

Inadequate training: The housekeeping team members responsible for cleaning the room may not have received adequate training on cleaning techniques, sanitation standards, and customer service.
	Inadequate training: As mentioned earlier, inadequate training may have contributed to the problem. Team members may not have been trained on the specific cleaning standards required by the hotel, resulting in a lack of consistency in their work.
	Inadequate training: I would ensure that all housekeeping team members receive proper training on cleaning techniques, sanitation standards, and customer service. This training would be ongoing and tailored to the specific needs of each team member.
	Implement quality control procedures: I would establish a quality control program that includes regular inspections of cleaned rooms by senior housekeeping team members. The program would also include a checklist of cleaning tasks and standards that must be met for each room.
	Encourage teamwork: I would encourage the housekeeping team members to work together to improve efficiency and effectiveness. This could include pairing team members on certain tasks or establishing a buddy system to check each other's work.

	
Inefficient communication: There may be a breakdown in communication between the housekeeping team members responsible for cleaning the room and their supervisors. This breakdown may result in confusion or miscommunication regarding the specific tasks required to clean a room.

	Miscommunication: There may have been a miscommunication between the team members responsible for cleaning the room and their supervisors. If the supervisor did not provide clear instructions, the team members may not have known what cleaning tasks were required.
	Inefficient communication: To improve communication, I would establish a daily briefing session where supervisors can communicate specific cleaning tasks to team members (Erica, 2019). I would also encourage team members to ask questions and seek clarification when necessary.
	Improve communication: To ensure efficient communication, I would establish a daily briefing session to review cleaning tasks and expectations with the team members. This would allow for any questions or concerns to be addressed in a timely manner.
	Provide regular feedback: I would provide regular feedback to each team member on their performance, focusing on both areas of strength and areas for improvement. This feedback would be provided in a constructive and supportive manner.

	
Time management issues: The housekeeping team members responsible for cleaning the room may be under pressure to complete their tasks within a given timeframe. This pressure may result in tasks being rushed or overlooked, leading to a room not being cleaned to the required standard.

	Time constraints: It's possible that the team members responsible for cleaning the room were working under time constraints. To meet deadlines, they may have skipped certain cleaning tasks or rushed through them.
	Time management issues: I would review the cleaning schedules and ensure that team members have enough time to properly clean each room. If necessary, I would adjust the schedules to allow for more time per room.
	Review workload: I would review the workload of each team member and adjust the cleaning schedules as necessary to ensure that they have sufficient time to complete their tasks. If necessary, I would hire additional staff to assist with the workload.
	Foster a positive work environment: I would create a positive work environment by recognizing and rewarding team members for their hard work and contributions. I would also encourage open communication and collaboration and address any conflicts or issues that may arise.

	
Staffing issues: The hotel may not have enough housekeeping team members to meet the demands of the guests. This lack of staffing may result in team members being overworked and not having enough time to properly clean each room.

	Lack of resources: It's possible that the hotel did not provide the necessary resources to clean the room effectively. For example, if the team members did not have access to proper cleaning equipment or cleaning supplies, it could have impacted the quality of their work.
	Staffing issues: If the hotel is understaffed, I would work with management to recruit and hire additional team members. I would also explore options such as outsourcing certain cleaning tasks or adjusting the cleaning schedules to better manage workload.
	Monitor cleaning supplies and equipment: I would ensure that the housekeeping team members have access to the necessary cleaning supplies and equipment to perform their duties effectively. This would include regular monitoring of inventory levels and maintenance of equipment.
	Offer ongoing training: I would provide ongoing training to the team members to help them improve their skills and stay up to date with new cleaning techniques and equipment (Careers in hospitality | The Hotel Folk Suffolk, n.d.). This could include both on-the-job training and formal training sessions.




Component Three:

	


Title: Housekeeping Training: Achieving Brand Standards and Health & Safety Procedures



	Training Notes: slide 1

	
Cleaning Procedures: Cleaning procedures are essential in ensuring that hotel rooms are clean, safe, and comfortable for guests (Preno HQ. 2017).
 Following established cleaning procedures involves a series of steps, such as removing trash and debris, dusting surfaces, wiping down countertops, cleaning bathrooms, and vacuuming or mopping floors. A systematic approach should be taken, starting from the top down, to avoid dust and dirt falling on previously cleaned areas. Appropriate cleaning products and equipment should also be used, such as microfiber cloths, disinfectants, and vacuum cleaners. It's important to follow these procedures consistently to maintain a high level of cleanliness and prevent the spread of germs and bacteria, ensuring guest satisfaction and safety.




	Training Notes: slide 2

	

Attention to Detail:  The hotel housekeeping team in the plays a critical role in maintaining the cleanliness and overall presentation of hotel rooms (Hotel Tech Report, 2020). Attention to detail is a vital aspect of this job as it ensures that every aspect of the room is clean and tidy, meeting the brand standards. The team should pay attention to every detail, including hard-to-reach areas such as corners and behind furniture. They should also thoroughly check for any missed spots or overlooked areas, ensuring that the room is ready for the next guest. By paying attention to detail, the team can provide a high level of service that meets or exceeds guest expectations, promoting guest satisfaction and repeat business.



	Training Notes:slide 3

	
Time Management: Effective time management is a critical skill for the hotel housekeeping team. They must ensure that all rooms are cleaned within the designated timeframe while maintaining a high level of quality (Cvetkovic, 2021). This requires them to prioritize tasks, work efficiently, and communicate with team members to ensure that everything is completed on time. They must also be flexible and able to adapt to changes in schedule or unexpected situations. Effective time management ensures that guests can check-in to clean and tidy rooms promptly, reducing the likelihood of delays or complaints. Additionally, it allows the team to complete their tasks efficiently, reducing the workload and stress levels. Overall, time management is essential to maintaining high standards of service and promoting guest satisfaction.





	Training Notes: slide 4

	
	
Personal Presentation: The hotel housekeeping team's personal presentation is essential to maintaining a professional appearance and reflecting the hotel's high standards (Recruiting Resources: How to Recruit and Hire Better, 2018). The team's appearance is the first thing guests notice when they enter their room, and a tidy and well-presented team member can help create a positive impression. The team must maintain a clean uniform, appropriate footwear, and ensure that their hair is tied back, and nails are clean. Additionally, they should maintain good personal hygiene and avoid wearing strong fragrances that may bother guests. By presenting themselves professionally, the team can demonstrate that they take their job seriously and are committed to providing excellent service. This can enhance guest satisfaction, promote brand loyalty, and ultimately lead to repeat business.





	Training Notes: slide 5
	



	
Health and Safety Procedures: The hotel housekeeping team's health and safety is of paramount importance to the hotel's overall success (Arsalan, 2019). They must follow established health and safety procedures to ensure that guests and staff are always safe. This includes using appropriate cleaning products and equipment, such as gloves, masks, and goggles, to protect themselves from potentially hazardous chemicals. The team must also report any hazards or incidents to management promptly, ensuring that appropriate action is taken to prevent further incidents. Additionally, they must be trained in proper lifting techniques to avoid injuries when moving heavy objects or furniture. By following health and safety procedures, the team can create a safe working environment, enhance guest satisfaction, and promote a positive reputation for the hotel.




	Training Notes: slide 6

	
Customer Service: The hotel housekeeping team plays an essential role in providing excellent customer service to guests. As they are often the first point of contact, they must be friendly, helpful, and responsive to guests' needs (Sustainable Hospitality Alliance n.d.). This can involve fulfilling special requests, such as providing extra towels or pillows, and addressing any concerns or issues promptly. The team must also be knowledgeable about the hotel's facilities and services, such as restaurants and local attractions, and be able to provide recommendations to guests. By providing excellent customer service, the team can enhance the guest experience, promote brand loyalty, and encourage positive word-of-mouth advertising. Additionally, good customer service can help address any potential issues or complaints before they escalate, reducing the likelihood of negative reviews or feedback.






	Training Notes: slide 7

	
Communication: The success of the hotel housekeeping crew depends on effective communication since it guarantees that everyone is on the same page and that duties are performed quickly. The team must communicate with each other to ensure that all rooms are cleaned within the designated timeframe, and to coordinate tasks such as restocking supplies and equipment. They must also communicate with front desk staff to obtain information about guest preferences and special requests, and to report any issues or concerns. Additionally, they must communicate with management to report any incidents or hazards, receive feedback and suggestions, and obtain guidance on specific tasks or procedures. Good communication skills help promote teamwork, reduce the likelihood of errors or misunderstandings, and improve overall efficiency and productivity.





	Training Notes: slide 8

	

Room Inspections: Regular room inspections are essential for the hotel housekeeping team to maintain high standards of cleanliness and meet brand standards. Inspections allow the team to identify any missed spots or areas that require further attention, ensuring that all rooms are cleaned to a high standard (The Family Business Community n.d.). The team can use a checklist during inspections to ensure that all cleaning tasks are completed, including hard-to-reach areas such as corners and behind furniture. Additionally, inspections provide an opportunity for the team to identify any maintenance or repair issues, such as broken or damaged fixtures, that require attention. By conducting regular inspections and using checklists, the team can maintain consistent quality standards, reduce the likelihood of guest complaints, and promote a positive reputation for the hotel.



	Training Notes: slide 9

	


Environmental Awareness:  Environmental awareness is a crucial aspect of the hotel housekeeping team's responsibility. The team must take proactive steps to reduce their environmental impact, such as using eco-friendly cleaning products and avoiding the excessive use of water and energy (Machado, 2018). They must also implement strategies to reduce waste by reusing towels and linens where possible, and by properly disposing of recyclable and non-recyclable waste. Additionally, the team can promote sustainability to guests by encouraging them to reuse towels and linens during their stay, and by providing information about the hotel's sustainability practices. By demonstrating environmental awareness, the team can reduce the hotel's carbon footprint, conserve natural resources, and enhance the hotel's reputation as a socially responsible organization.


	Training Notes: slide 10



Continuous Learning: The hotel housekeeping team plays a crucial role in maintaining cleanliness, organization, and comfort for guests (Lucy, 2018). To provide the best possible service, it is essential for the housekeeping team to engage in continuous learning. This can involve attending training sessions to learn new cleaning techniques, time-saving methods, or safety protocols. Seeking feedback from management and guests can also provide valuable insights and opportunities for improvement. Staying up to date with industry trends and best practices can help the team to anticipate guest needs and deliver exceptional service. By prioritizing continuous learning, the housekeeping team can enhance their skills and knowledge, ultimately leading to a more satisfying experience for guests.
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Attention to Detail

Paying attention to detail is crucial to achieving
brand standards (Lee, 2012). This means ensuring
that all areas are cleaned, including hard-to-reach

areas such as corners and behind furniture, and
checking for any missed spots.
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Time Management

Managing your time effectively is important to ensure
that all rooms are cleaned within the designated
timeframe(Preno HQ, 2017). This means prioritizing
tasks, working efficiently, and communicating with team
members to ensure that everything is completed on
time.
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Personal Presentation

Maintaining a professional appearance is important as it
reflects on the hotel and the standard of service we provide

(The Family Business Community, n.d.). This includes wearing a

clean uniform, appropriate footwear, and ensuring that your
hair is tied back, and nails are clean.
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Health and Safety Procedures

Following health and safety procedures is essential to ensure the safety
of both guests and staff (WorkNest, 2019). This includes using
appropriate cleaning products and equipment, wearing appropriate

personal protective equipment, and reporting any hazards or incidents
to management.
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Customer Service

As housekeeping staff, we are often the first point of contact for
guests. It is important to provide excellent customer service by
being friendly, helpful, and responsive to guests' needs.
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Communication

Effective communication is important to ensure that everyone is on
the same page and that tasks are completed efficiently. This
includes communicating with team members, front desk staff, and
management as necessary.
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Room Inspections

Regular inspections of rooms are important to ensure that
brand standards are being met and that all areas are being
cleaned properly (SevenRooms, n.d.). This includes using a

checklist to ensure that all cleaning tasks are completed to a
high standard.
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Environmental Awareness

As part of our commitment to sustainability, we must be aware
of our environmental impact (Sustainable Hospitality Alliance,
n.d.). This includes using eco-friendly cleaning products and
reducing waste by reusing towels and linens where possible.
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Continuous Learning

As housekeeping staft, it is important to continually improve our
skills and knowledge (UniSearch, n.d.). This includes attending
training sessions, seeking feedback from management and
guests, and staying up to date with industry trends and best
practices.
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Cleaning Procedures

't is important to follow the established cleaning procedures for each
room to ensure that all areas are cleaned thoroughly
(https://prenohqg.com/, n.d.). This includes following a systematic
cleaning process, starting from the top down, and using appropriate
cleaning products and equipment.










