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Housekeeping is an important department of brands in the hospitality industry. Effective housekeeping helps minimise workplace hazards and provides both employees and customers with the safest environment. It ensures the guests are getting a clean and soothing vibe while availing hospitality services and further helps brands bring a higher level of guest satisfaction (Bridger, 2018). Working with the housekeeping team is a challenging task (Casado, 2012). It requires a high level of attention to detail and effective customer query handling ability. Moreover, the collaborative work approach is also an important part of the process. There are several skill sets required by an individual while working in a housekeeping team. For example, effective communication is one of the major parts of the above process. It not only helps in understanding instructions provided by the housekeeping manager but also helps in executing the assigned task in the best possible way. An individual working in a housekeeping team must develop the patience to work efficiently in a chaotic situation. Constant queries from customers can overwhelm those individuals. Flexibility and effective negotiation are also demanding skills for employees working in a housekeeping department. Above all, time management is crucial and needs to be developed at the beginning in order to work in a productive and efficient way.
Gibbs’s reflection model is a leading self-reflection framework that helps in writing personal reflection in a comprehensive manner. In this section, I will be using the above framework to discuss my personal learnings while going through this module.
Description
In this learning log, I will be describing my learnings while researching key skills and knowledge required to work effectively in a housekeeping department. The hospitality sector of the UK is one of the fastest-growing industries. In 2022, this sector has generated an overall revenue of 16 billion GBP. It has also been addressed that there are 10,000 hotels and similar businesses operating in the hospitality sector of the UK (Statista, 2023). Moreover, the monthly occupancy rate in such hotels is around 81%. It has been seen that, in such a thriving industry housekeeping plays an important role in maximising customer satisfaction level. That is why, brands like Premier Inn, Marriott International and more are some of the leading brands in the UK and are constantly focused on developing an effective housekeeping department.
Feelings
In the beginning, I was not excited about researching the importance of the housekeeping industry. However, as I have gone deeper into the management side of the housekeeping department, I have been amazed by the ways the whole department operates. Moreover, it has led me to gain an in-depth understanding of the ways in which leading brands in the hospitality industry manage their diverse departments and teams. In future, I aspire to be an effective employee in the housekeeping department of leading UK hospitality brands. The module has helped me to conduct a personal skills audit. I found that communication, teamwork and task management are the weak areas that I need to work on thoroughly.
Evaluation
The beginning of the module was quite hectic and overwhelming. My poor research skill has led me to take more time to find relevant information regarding the topics of the module. It has also resulted in taking more time to complete the overall research. However, the above module helped me in getting an in-depth understanding of the hospitality industry. Additionally, I have learned key principles of management for the hospitality industry. It includes honesty, integrity, leadership, commitment and more (Tesone, 2012). Therefore, knowledge of the industry and skill requirements will ensure a significant J curve in my future professional career. I need to create an action plan to develop my weak skill areas positively (Khymdeit, 2022).
Analysis
Knowing the cleaning department helped gather module information. The analysis found that Premier Inn's housekeeping service had greatly improved customer satisfaction. Premier Inn has 88% client loyalty, more than any other hospitality brand (Premierinn.com, 2023). Therefore, I understood working in the housekeeping department in such big brands would require me to update my skill set as per the needs and requirements.
Conclusion
The above module has described key skills and capabilities required to work in a team housekeeping department. It has also helped me develop an in-depth knowledge and understanding regarding leading hospitality brands and housekeeping departments.
Action Plan
I will be taking help from peers and teachers to improve my communication, teamwork and task management skills. Moreover, I will be enrolling in leading online learning platforms like Udemy and apply that learning in future tasks.
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Component Two: Housekeeping cleaning checklist
	Areas of cleaning
	Rating for tasks
1= Worse, 2= poor, 3= Good, 4=Very good, 5= Excellent

	Floors are swept and mopped
	
	
	3
	
	

	Windows and common area cleaning
	
	2
	
	
	

	Kitchen and appliance cleaning
	
	2
	
	
	

	Bathroom cleaning
	1
	
	
	
	


Table 1: Clearing checklist
(Source: Developed by the learner)

	In the case of housekeeping, effective organising and cleaning skill plays an important role in maximising the satisfaction level of the guest. As per the current scenario, consistency is lacking in the housekeeping department and it has minimised overall customer satisfaction level to a significant level. In the hospitality industry guest always wants the housekeeping team to show a higher level of willingness from the people of housekeeping departments (Raghubalan and Raghubalan, 2016). Therefore, I will properly communicate with my inline manager about the standard at which people in the housekeeping need to work. Work standards need to be maintained as per the brand recall value and brand image of the hospitality brand. Brands like Premier Inn always focus on defining the quality standards within the team and further bringing a higher level of customer satisfaction level. For example, room sanitisation services in Premier Inn are being done as per the European Standard of EN14476 for veridical efficacy standards. It has contributed significantly to the growth and development of Premier Inn to an exponential level (Premierinn.com, 2020).
I will be taking several steps and measures to handle the issues of inconsistency among the housekeeping team. They have not been able to give full attention to the tasks related to housekeeping tasks. It has impacted the brand recall value of the brand in a negative way. Therefore, I will be conducting team meetings with the employees and discussing the quality standard towards which they should be working. Strategic direction plays an important role in maximising the productivity of the team (Piso, 2022). That is why, I will discuss the problems and challenges they are facing in executing assigned tasks. Moreover, I will be setting KPIs for the above activities. KPIs are the key performance indicators that help in monitoring performance as per the set quality standards.
The checklist in housekeeping is comprised of diverse activities that need to be executed by the housekeeping team (da Silva et al., 2023). As per the checklist, floor cleaning, bathroom cleaning, kitchen cleaning and more are being decided. These activities are a major concern for guests in the hospitality department. It helps the brand to occupy the mind space of the customers. Moreover, it improves brand position and further makes them stand out from other players in the market. Therefore, sharing the checklist with the team members will help the relevant person take higher responsibility towards the loopholes (Quick, 2020). For example, the bathroom cleaning rating is 1 as per the above checklist. It shows people involved in the bathroom cleaning task are not showing their dedication to the respective cleaning services. In this case, as a team leader, I will take a look at this section of housekeeping and further improve the rating as per the checklist. Moreover, I will also have a conversation with the window cleaning and kitchen cleaning department and further help in improving the rating as per the decided standards.




References
da Silva, A.L.N.V., Souza, R.A., de Almeida, W.A., Carneiro, L.M., Rigotti, M.A. and Ferreira, A.M., 2023. Hospital housekeeping team in the pandemic context: a scoping review protocol. Online Brazilian Journal of Nursing, 22.
Piso, A., 2022. Controlling the clock: Working hours in the UK hotel sector. Research in Hospitality Management, 12(1), pp.1-11.
Premierinn.com. 2020. FAQs Premier Inn CleanProtect. [online] Available at: https://mena.premierinn.com/en/news/faqs-premier-inn-cleanprotect#:~:text=We%20are%20using%20chemicals%20that,are%20effective%20against%20COVID%2D19. [Accessed 11 Oct. 2023].
Quick, L. 2020. Managing Events. Real Challenges, Real Outcomes. London: SAGE Publications Ltd.
Raghubalan, G. and Raghubalan, S. 2016. Hotel Housekeeping - Operations And Management. 3rd ed. India: Oxford University Press.

image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant
& University of Wales
Trinity Saint David

5




