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The present section is based on the logbook that focuses on the key skills required in the housekeeping team. In order to establish the logbook Kolb’s reflective cycle is followed. Kolb's Reflective Cycle (1984) is concerned with the four learning styles that are based on the four stages of learning. Kolb's reflective cycle helps to learn by experience (Kolb, 1984). I reflect as a housekeeping team member in the study and present my skill development journey by using Kolb's model.  

Concrete Experience (CE): During work within a housekeeping team, I had the opportunity to work with a skilful team in a famous hotel. During my working period, I have experienced some opportunities and some challenges as well. I had worked with an effective team where I had to manage my work within the time. By that time, time management was a great challenge for me to cope with the rest of the team. I had worked with a large team where I had faced communication complexity with the entire team. According to Bucăţa and Rizescu (2017), good communication skill is a significant part of a housekeeping team as they help in interacting with the guest and it helps in improving team collaboration as well. Communication skill is a more evident skill for the housekeeping team members for quality assurance, reporting issues, problem resolution with the guest, time management and many more. I realised that I had to address all of the challenges to improve my work skills within the team. 
Reflective Observation (RO):
I can say that time management skill is one of the most essential aspects that should be in a housekeeping team member. As per the view of Sainz, Ferrero and Ugidos (2019), time management skill helps in gaining employees increase efficiency towards their work. In my opinion time management skills can be helpful in order to meet the proper cleaning schedule and provide customer satisfaction. Time management skills help in ensuring the proper room setup before the guest's expectations. I observed that a lack of time management reduces the entire team's productivity and also leads to burnout and stress within the team. Good communication skills must be required for housekeeping staff for better team and work management (Cohn, 2017). I also observed that a lack of communication within the team creates misconceptions and misunderstandings and raises conflicts. When working within a housekeeping team, a pleasant personality is required to interact with guests. I also said that equity and good manners also needed to handle the guests more politely and give them good service as well. 
Abstract Conceptualization (AC):
In order to address the challenges, I went through several literature on team communication and time management. Belbin in 1981, discussed a team role theory where he emphasised that interaction with other team members can influence team collaboration. I explored Belbin’s theory to schematise styles of communication within the team (Aranzabal et al. 2022). I went through Jeremy Wright’s pickle jar theory which was developed in the year 2002. The theory explains that time is a finite space with limits. Through the theory, I learnt that time management is necessary in order to perform a task in a more efficient way as time has a limited nature.
Active Experimentation (AE): 
This particular stage proposes strategies as well as action that helps in improving future learning and development based on understanding and experience. The action plan is a table or list of all the tasks that help to meet the objective within time. It helps in providing work efficiency by constructing a framework. 
	Action to be achieved 
	Target date 
	Resources needed 
	Expected outcomes 

	Attend spoken English class
	2 months 
	Training programme materials, join the webinar, seminar
	Help in improving communication skills, and help in interaction with others.  

	Participate in debate competitions 
	3 months 
	join webinars, seminars, and focus group discussions 
	Helps in developing confidence in communication and helps in handling critical situations with communication 

	Practise role-playing
	4 months 
	Training, group work 
	It helps to develop social skills and improve confidence as well. It helps to manage day-to-day tasks on time. 


Table 1: Action plan
(Source: Author)
Conclusion: 
In conclusion, it can be said that Kolb’s reflective model is beneficial for me in developing myself as a better housekeeping staff. By understanding concrete experiences, reflective observations, abstract conceptualizations, and active experimentation, I have gained a concrete understanding of the importance of communication and time management and also made a detailed action plan to further develop my interpersonal skills in this area of housekeeping team management.   
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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 complained 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?


	Uncleaned room 


	The Room cleaning staff has not arrived on time 
	Ask for an apology from the guest. Another clean room will be arranged for the guest immediately by me. Another staff would appoint the previous room and ready it for another guest.   
	I would declare clear guidelines for the staff and arrange their duties and time of work. I would divide their work schedule as per their choice and also rotate their shift as well. 
	A team collaborative workshop would be arranged in which every team member should participate to improve their team collaborativeness. A team collaboration workshop will help the team members understand the importance of teamwork, manage job roles, improve communication skills and many more.  Training would also introduce to the team members that help them to improve their work efficiency and also can help them in getting better professional development as well. 

	Poor behaviour of the housekeeping staff 


	Poor communication skills of the housekeeping staff lead to poor behaviour of the guests.  
	Firstly, I would ask them for an apology for the poor behaviour of the staff and send another staff to attend to the guest and fulfil their requirements as well. 
	I would talk to the staff separately and give proper training to improve his communication skills. 
	I would arrange a debate competition with the team members that would help them to improve their communication skills. It can be said that debate competitions would also help the team members to raise their confidence as well. Good communication skills are required in order to improve guest handling as well. 

	Lack of Amenities
	Essential amenities in the room like coffee supplies, towels, and toiletries, are missing or insufficient
	After apologising to the guest, investigate the issue more specifically. I would gather details about the complaints of the guest. I notified housekeeping services. I would communicate with the guests and keep them informed about the progress as well. Root cause analysis would be done by me which would help to prevent the same incident in the near future. 
	Address the current lack of housekeeping services required. Preventive measures such as checklists, regular inspections of the room and ongoing training would be implemented. 
	Staff training is required to provide proper service to the guest. Proper staff training helps to emphasise the requirement of cleanliness within the room and pay attention to the details. Guest follow-up would be required to help communicate with the guests when they stay and as per their feedback, the service would be provided.

	
Pest Problems

	An Unhygienic room or lack of cleanliness also leads to pest problems within the room. 
	I would arrange for a pest-cleaning team to address the issue. After properly cleaning the room I would impact as well as assess the impact of the infestation   
	After resolving the current situation preventive measures would be taken. The preventive measures include regular inspections, ongoing maintenance, and sealing new entry points for pests.
	Regular monitoring of the rooms would be initiated by me and the rotational time schedule would be fixed by me as per staff convenience. Staff training and education sessions should be initiated by me to get more effective staff and better guest management as well. 

	
Technical Problems

	Poor maintenance of the technical gadgets within the room can cause technical problems. Poor servicing of the air conditioner within the room, and mismanagement of the air cooler, fans, lights, and bulbs can raise technical problems within the guest room. This can cause discomfort and poor room service for guests.
	I would assess the situation and note down the problems that were faced by the guest. The assessment would be based on the severity of the issue and assure the guest that would not happen again. A housekeeping staff would appoint to relocate them to another room. The gusset safety needs to be ensured to help improve customer loyalt as well. 
	The preventive measures would be taken in the technical area of the rooms. A technical staff would be appointed for every room for Follow-Up checking in every day. A checklist should be made for the servicing of technical devices such as air conditioners, fans, lights, air coolers and other technical gadgets.
	Technical training for the staff would be arranged by me to give them some basic training to manage the technical gadgets in an emergency. 




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: Introduction 

	· The presentation aims to establish a basic training presentation for the housekeeping team.
· The presentation ensures the procedure that needs to be maintained by the housekeeping staff to manage health and safety procedures during their work.
· Training helps the housekeeping staff to provide quality service to the guest and enhance their professional development as well (Raghubalan and Raghubalan, 2016).

Speaker Notes: The presentation aims to present a basic training programme that helps the housekeeping staff to be more manageable towards their job and health and safety procedures during work.


	Training Notes: Responsibility 

	
· Housekeeping staff should be more responsible towards their guests.
· Good manners and behaviour with the guests should be required to provide good customer service.
· Cleaning in the rooms, washrooms, common areas, and designated spaces is a main responsibility of the housekeeping staff and should be maintained by following health and hygiene guidelines.
· Organised work management would make the housekeeping staff more efficient towards their work. 
· Housekeeping staff should be more customer-centric and they should pay attention to the customer needs (Mullins and Dossor, 2013). 
Speaker notes: Good manners and proper behaviour with the guest would be the prime responsibility of the housekeeping staff. Day-to-day jobs of staff like cleaning and management of rooms should be done with responsibility and also required to follow the health and safety guidelines (Raghubalan and Raghubalan, 2016). Organised work management is essential for housekeeping staff in order to provide efficiency toward their work like cleaning, guest management and others. 


	Training Notes: Responsibility 

	· Reliability and honesty should be important for the housekeeping staff which makes them trustworthy towards the guests (Leiter and Bakker, 2010)
· Listing skills help the housekeeping staff to be more patient towards the guests and provide better guest service by understanding their requirements (Casado, 2012). 
· Communication skill helps housekeeping staff to communicate with the guest and also communicate with other team members. 
· Teamwork is more effective for learning team collaboration and improving professional development as well. 

Speaker notes: Being honest and reliable should be a prior responsibility for the housekeeping staff that helps them to be more trustworthy towards their guest and also ensure quality guest services. The listing of the guest shows more patience towards the guest and helps the tin provide effective guest service  (Mullins and Dossor, 2013). Apart from that communication ensures guest engagement and it also helps in improving team collaboration as well. 

	Training Notes:  Skill development training 

	
· Communication skill enhancement training would be arranged for the housekeeping staff to improve their communication skill with the guests. 
· Housekeeping staff need to communicate with supervisors, team members and guests or residents every day.
· Good communication skills training would help them to improve their customer service ability and also enhance their team collaboration approach (Batten et al. 2023).
· Role-playing training would help the staff to communicate within different scenarios (Aggarwal et al. 2021).
· Debate competition would be helpful for the staff to train them in communication skills and it would help to gain confidence. 

Speaker notes: Training should be provided for the housekeeping staff in order to improve their communication skill with the guests and with the other team members. It can be appropriate training to handle the customers verbally and also solve internal issues within the team as well. Role-play training can be helpful in order to improve the confidence of the states during communication (Batten et al. 2023). Debate competition can be effective in training the existing communication skills of the housekeeping staff and can raise their personal development as well. 


	Training Notes:   Skill development training 
	



	· Time management skill training would help the staff to be more active and organised towards their day-to-day work. 
· Formation of a to-do list for everyday help staff to achieve their target on time. 
· A time-blocking approach would be helpful for blocking a particular time for a set of work that would provide a fixed time target for a piece of work. 
· Pomodoro Technique can be used where 25 minutes of task followed by 5 minutes of essential break (Burton, 2016). 
Speaker notes: Time management skill training can be efficient for the housekeeping staff to fulfil their task on time and avoid delays in service. A to-do list formation can be helpful for time management training to build time management by separating each task by time and target. The Pomodoro Technique can be also implemented to balance tasks and break between the tasks to avoid work pressure (Burton, 2016). 


	Training Notes:   Skill development training 

	· Problem-solving skill is important for the housekeeping staff to mitigate any issues regarding guest management or within the team (Whiting and Symon, 2020).
· Root Cause Analysis would help to find and access the main cause behind the issue rather than just identify the symptoms related to the issue. 
· Brainstorming sessions within the team would generate multiple solution ideas regarding the solving of a problem. 
· Team collaboration is required to solve a problem more effectively and enthusiastically. 

Speaker notes: Root Cause Analysis can be used for Problem-solving skill development training that helps in finding the main cause behind the issue rather than just identifying the issue (Whiting and Symon, 2020. A brainstorming session can be useful to develop multiple innovative ideas that can be used to solve a problem. Brainstorming sessions can be effective in increasing team collaboration as well. 


	Training Notes:  Skill development training 

	· Multitasking skill is required for housekeeping staff as they would be involved with cleaning and inspection, restocking, maintenance issues, inventory management, guest handling and many others (Crews and Russ, 2020). 
· A task segmentation approach would be followed that would break the entire task into manageable and small components.
· Setting up expectations for each task would be helpful for multitasking.  
· Setting up a time limit for each task would be helpful to do each task within the time. 
· Stress management techniques adoption would be beneficial to handle multitasking for the housekeeping staff. 

Speaker notes: Task segmentation can be used for multitasking skill development training where the task has been segmented and the target has been fixed to complete the task (Crews and Russ, 2020). Stress management training helps in managing the stress during the multitasking procedure of the housekeeping staff. 


	Training Notes: Health and safety procedure 

	
· Personal hygiene and grooming should be maintained by the housekeeping staff in order to provide better guest service.
· Personal appearance policy should be maintained by the housekeeping staff including well-kept hair, clean hands, wearing a headscarf, clean nails, and limited jewellery and cosmetics during work (Raghubalan and Raghubalan, 2016).
· Cleaning agents like Washing-up liquids, disinfectants, toilet cleaners, bleach, sanitisers, and descales should be used at the time of cleaning the room. 

Speaker notes: Personal hygiene like well-kept hair, clean hands, wearing a headscarf, and clean nails help staff to be well-maintained in front of the guests and enhance the quality of the guest service (Raghubalan and Raghubalan, 2016).

	Training Notes: Health and safety procedure 

	· COSHH (Control of Substances Hazardous to Health) assessment should be followed by housekeeping staff to control exposure to hazardous substances during work. 
· This framework helps the housekeeping staff to identify as well as evaluate the associated risks with hazardous substances in their workplace (HSE, 2023).
· This framework also allows housekeeping staff to measure and implement strategies to reduce and minimise the risk. 
· Access the Safety Data Sheets (SDS) for review of hazardous substances at the workplace.
· SDS provides the nature of hazardous substances, their properties, safe handling procedures, and emergency measures (Kolchinski, 2022). 

Speaker notes: Housekeeping staff should be trained in the COSHH assessment that helps them control their exposure to hazardous substances and protect themselves from any kind of harm. SDS maintenance by the staff can notify them about the properties of hazardous substances and they can maintain guidelines as per the SDS sheet (Kolchinski, 2022).

	Training Notes: Conclusion 

· Organised work management, good manners, honesty, and team collaboration, need to have housekeeping staff to do their job more efficiently.
· Communication skill training, time management training, problem-solving training, and COSHH framework learning would be essential for housekeeping staff for their professional development.

Speaker notes: Skill development training like organised work management, COSHH training, and communication skill training helps the staff to be more professionally advanced and train them to provide better quality guest service in the future. 	
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