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Introduction 
The department in a hotel which is responsible for keeping the organisation clean and maintaining the standard safety procedures is referred d as the housekeeping department. In this reflection portfolio, the skills necessary for housekeeping staff will be evaluated by applying the ERA reflection model. 
ERA model of reflection 
Experience
The learning in this session broaden my knowledge of the housekeeping aspect like the different positions in housekeeping departments were not entirely known to me. The roles of housekeeping staff are divided into different parts. The whole work is monitored by the executive housekeeper under which other staff work. Some of these positions encompass guestroom attendants, floor supervisors, store attendants, night shift attendants, linen room attendants, and more. For all attendants, there are several supervisors who are responsible for monitoring their work (Wai Chun and CC Shih, 2022). The subordinates report to their immediate leaders and this allows for effective cooperation which leads to enhanced performance. The leadership should monitor the work of their subordinates and assists them in areas which might need improvement. As discussed before, housekeeping roles are divided among different individuals with the responsibility to perform their duties efficiently. 
There are some basic skills that the housekeeping staff must possess to perform their work flawlessly. Some basic skills needed by housekeeping staff are time management, organisation, careful listening, trustworthiness, communication, and more (Mullins, 2007). Time management and organisation skills are necessary as they need to keep the rooms clean and maintain hygiene and in hotels, one staff is responsible for cleaning multiple rooms which can be done only through great time management. Organising skills allows them to keep the room clean and in a perfect manner which will satisfy the guests. Communication is another important skill considering that this is a team work and without communication, the work will be hampered. This also helps in engaging employees as they understand the perspective of others and can be motivated by effective communication (Sharma, Chaudhary, and Singh, 2019). In addition to this, as housekeeping staff have the access to the personal things of the guests, trustworthiness is necessary. This will help in fulfilling their job without facing accusations. Moreover, this will enhance the hotel’s reputation as well. 
I had practical experience working in a housekeeping team in a hotel and working there helped me to put my theoretical knowledge into practice. I worked as a floor attendant and had the responsibility to clean the rooms of the guests, answering their queries, and help them with their housekeeping needs. Some aspects were great like room servicing and such were easy. Though sometimes, there were issues like not being able to complete tasks on time, miscommunication, and such. Despite the flaws, this gave me experience as to how to work as a housekeeping staff in a hotel and my responsibilities as well. 
Reflection
I had the opportunity to implement this theoretical knowledge in practical experience as stated before. the issues that arose in my case can be stated due to my lack of communication skills. As a shy person, I could not convey my message effectively and even restrained me from resolving my doubts. Hence, my performance was hampered. Though due to my presence of mind, I could complete my work in time, the performance could have been better. On the other hand, at times, I struggled to manage my time for my work resulting in hurriedness. Thus, it can be concluded that I would have to improve these necessary skills to become an efficient employee of the housekeeping staff. 
Action
As identified, my lack of communication skills and ineffective time management skills created obstacles in my practical experience. In order to develop effective communication skills, I will take classes dedicated to this. Moreover, I will practice active listening and body language which will help me to grasp the meaning of the messages clearly (valamis, 2022). Hence, I will be able to communicate with my team effectively and fulfil my duties responsibly. Time management skills can be enhanced by creating a schedule and following them (Herrity, 2022). Creating schedules of the daily tasks will enable me to manage my time along will help me learn work delegation which is needed for the housekeeping staff. 
Conclusion 
On a concluding note, it can be stated that to become an efficient housekeeping staff several skills like communication, time management, organising skills, and more are required. The student lacks time management and communication skills which in their practical experience created some issues. The ways they will implement to improve their lacking have been mentioned in the action plan. 
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	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?


	The room of a guest has not been properly cleaned.


	The issue happened due to some mismanagement. The housekeeping staff who was responsible for cleaning the guest room was not properly informed beforehand and due to the short notice, they failed to complete their task in a short time. 
	In this case, I will first ensure that employees are given sufficient time to complete their tasks. Moreover, I will ensure that the rooms are prepared and cleaned in the first hour to ensure that staff do not need to hurry through their work. 
	From this kind of issue occurring in the future, I will take the necessary steps to improve the time management of staff. This will solve the issue of insufficient time for room cleaning. 
	In order to improve team effectiveness, they will be provided with the training. Furthermore, time management will be focused on improving their skills.

	The room still had traces of garbage in it which resulted in the guests feeling dissatisfied. 


	The issue was part of the previous situation as they did not have enough time to complete their tasks and in their hurry, they missed the garbage under the bed.
	I will have to ensure that the staff focus on their work more. After their work, their supervisors will evaluate their work and any mistakes will be immediately rectified.
	The incompetency of the staff resulted in the reputation of the company being hampered which can be improved by providing employees with training.  Effective training for employees who serve the guests improves their performance (Belias and Trihas, 2022).
	Supervising the work of the attendants will help in monitoring their mistakes and provide them with opportunities to rectify and improve their work. With effective monitoring, the work culture will be enhanced and they will show more enthusiasm to improve their work.

	The drainage system of the room was not cleaned properly either.


	The staff was not aware that the drainage system was not cleaned and, in their rush, they did not pay attention to this. Moreover, this indicates the incompetency of the staff.
	As Çalhan (2022) stated, the issue of hygiene and safety is an important issue in the accommodation sector, not cleaning the room and drainage system can put the health of guests at risk. hence, I will need to first solve the issue of mismanagement which led to the room not being cleaned. The employees will follow a strict time schedule and they will have to report to their immediate supervisor to keep them informed of their process.
	The employees will be made aware of the need for cleanliness in the workplace and a training session will be developed for this specific purpose. Moreover, other strict hygiene rules will be created for the staff to follow.
	The training programme and the new hygiene, rules will help in increasing the productivity of the employees. 

	The staff cleaning the room did not have a proper idea of what was expected from them.


	The reason behind this was mismanagement as the supervisor themselves failed to communicate with the staff.
	The staff will need to improve their competency for which they will be given proper training. Further, communication among employees will be prioritised which I believe will help in reducing mismanagement. 
	In this aspect, giving basic training to the housekeeping staff of the hotel will be beneficial.
	Tra (2020) mentioned that communication is the most necessary attribute for the housekeeping staff. Communication will help in delivering messages regarding their tasks will be clarified, enabling them to provide a better service to customers. 

	The supervisor of the staff did not check the work properly.


	The supervisor does not have efficient skills and failed to perform their task properly. 
	This can be enhanced by allowing the supervisor to take training to improve their skills. The lack of responsibility of the supervisor resulted in this issue and the impact will further be evidenced in team culture. Hence, I will also take measures to enhance the team culture. 
	Innovative team culture enhances team connectivity which is reflected by their improved performance (Işık et al., 2021). This will be achieved by focusing on team bonding and team management. The supervisor will need to take training for the purpose as well. 
	Teamwork among members can help in mitigating this issue as this will create a closer bonding among the cleaning staff and they will work for the betterment of the hotel (Carney et al., 2019). With team bonding, the housekeeping staff will be effective. 
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	Introduction
In the hotel industry, the housekeeping department is an essential part which is responsible for the cleaning and hygiene of the organisation along with its guests (Choy, Cheng, and Yu, 2021). The presentation will explain the current issues that hotels are facing in relation to hotel services while discussing the roles and duties of housekeeping staff. This will also include the best practices in housekeeping along with the health and safety procedure of the company. Moreover, this will apply Schmidt’s model of employee engagement in this context. 

	Training Notes: the roles and standard practice of housekeeping training must be learned to provide better service to the guests. 

	Current Issues in the housekeeping department 
The biggest issue that guests face in a hotel is the maintenance issue (Arroyo Herrera, 2022). This is also the issue in the case of Hotel Trinity as guests complained about the maintenance of the hotel. The cleaners did not clean the rooms properly which caused the guests to be enraged. They also complained about the bedsheets not being cleaned properly. Moreover, they found rubbish under their bed which also hampered their experience at the hotel. A dirty and unkept room suggests the lack of proper maintenance at the hotel. 

	Training Notes: Hence, it is required for the housekeeping staff at Hotel Trinity to improve their skills and knowledge. They will also have to learn the basic duties of housekeeping staff so as to refrain this kind of issue to occur at the hotel in the future. 

	Housekeeping standards
The duty of a housekeeping staff encompasses different aspects which include cleaning the rooms of guests, catering to guest requests, resolving guests’ issues, restocking guestroom amenities, and such. The staff must be respectful of the guests’ requests and must never show any disrespect to them. These are the basic duties that staff in the housekeeping department must be aware of and should carry out effectively (Hollander, 2022). Completing these tasks in an effective manner creates a positive impression in guests’ minds and they become satisfied with the hotel which enhances the hotel’s reputation and contributes to its growth.

	Training Notes: As a staff of the housekeeping department, these duties must be fulfilled efficiently. This is to be remembered that guests’ requests are their priority. Learning to comply with their requests will enable housekeeping staff to be more effective in their job. They must also learn to organise properly to keep the rooms in the best state to appeal to customers.

	Best housekeeping practices
The best hotel service can be provided to customers if they are properly monitored and attention to rectifying mistakes is offered. Communication is an important aspect of the housekeeping department which allows the staff to work efficiently (Chen, Wang, and Zhang, 2022). Moreover, teamwork is also a necessary skill to improve the performance of the staff. Following the health and safety policies and rules of the hotel enhances the quality of the housekeeping duties. 


	Training Notes: In order to provide quality service to the hotel staff, improving communication and teamwork among housekeeping staff is necessary. This will help the supervisors to monitor their work and assist them in rectifying their mistakes.  

	Implementing housekeeping standards to current issues
As The main issue of Hotel Trinity is maintenance, the staff should learn the basic needs properly. In this case, they will have to focus on cleaning the rooms properly. Rubbish under the bed suggests the lack of attention of the staff while cleaning. While changing the sheets of the beds, they must be aware of the bed bugs as well so that guests are not harmed by them (Refer to the lecture notes). Along with changing the beds, other furniture in the room must be cleaned properly. This indicates that staff have to be more careful while cleaning the room. Despite the fact that time is limited for the staff, it is their duty to keep the floor and room clean. Hence, they must be focused on their job. 

	Training Notes: The hotel staff at Hotel Trinity will need to improve their cleaning skills along with focusing more on their job. Being focused on their work will stop this kind of event from occurring. 
	



	Health and safety procedures in housekeeping
The health and well-being of guests are the first priority for any hotel staff. As the housekeeping department is responsible for the hygiene aspect of a hotel, they must maintain the hygiene of the hotel. As per the Health and Safety at Work Act 1974 of the UK government, maintaining safety procedures in an organisation is a requirement (HSE, 2023). Hence, it becomes the responsibility of the housekeeping staff to ensure the hotel is safe and free of any substance that may harm the well-being of guests. Along with this, the Covid-19 pandemic had made safety in hotels the biggest priority. This requires the staff of housekeeping to clean the room properly. The furniture along with beds must be cleaned regularly. Moreover, the drainage must be cleaned to maintain the hospitality standards of the hotel. The risk management in a hotel must be assessed properly to ensure risks from fire and such are not present (Sönmez et al., 2020). 

	Training Notes: The staff at Hotel Trinity have to learn about the health and safety procedures of the hotel. This will enlighten them on which procedures they must comply with and help them to maintain the sanitisation of the hotel. 

	Technologies for the housekeeping staff
Technologies have become an important part of housekeeping and several software and other technologies are incorporated which makes their work easier. Hotels are incorporating different technologies to simplify the work of hotel workers. In the wake of the Covid-19 pandemic, technologies improved several aspects of housekeeping. According to Shin and Kang (2020), technological implementation improved the cleanliness of hotels, hence, mitigating the issue of health risks and such. The housekeeping department in a hotel is sometimes aligned with apps and other software to provide a customer-centric experience. In this case, guests can directly contact the staff for their needs. The use of artificial intelligence and the Internet of Things in the housekeeping department makes it easier to enhance the cleaning process (interclean, 2020). 

	Training Notes: The housekeeping staff of Hotel Trinity will have to improve their technical knowledge in order to use these technologies effectively. The effective use of technologies will allow them to improve their performance and provide customers with the greatest service.

	Employee engagement model
Employee engagement is a required attribute which enhances employee performance. In this aspect, Schmidt’s model of employee engagement can be utilised. The model places the steps of employee engagement in a hotel in a pyramid form in which the most basic and important stage is to recruit the right employees along with retaining them. Providing them with safety, and supporting their work, and such is the next stage (Vskills, 2023). The third stage is to maintain workplace well-being which will encourage them to work for betterment. These stages help in making employees satisfied with their work and hence, their engagement enhances. Engaged employees help in improving organisational performance.


	Training Notes: In Hotel Trinity, using this model will help in enhancing the performance of the housekeeping team. It will be the responsibility of the housekeeping manager to keep their subordinates engaged in their work by motivating them. This will encourage them to put their best effort into their work so that guests have nothing to complain about.

	Recommendations
The housekeeping staff needs to be motivated which will help them to enhance their skills and keep engaged in their work. Applying Maslow’s hierarchy of needs which analyses the motivational factors of individuals can help in motivating the staff. The theory states five needs in a hierarchical order and fulfilling them can motivate employees. The first need is physiological needs including air, water, food, safety, and such, the safety needs include physical and financial security. The need for belonging encompasses people’s need to form friendships, family relations, and such. Esteem needs comprise individuals’ requirements of being accepted and lastly, self-actualisation needs refer to their want of personal development. Hence, by providing training, incentives, and such, the needs of housekeeping staff can be fulfilled and they will be motivated to work for the benevolence of the hotel. 

	Training Notes: Employee motivation in this case will be a necessary factor which will incentivise employees to offer their best work for the hotel. Training is a basic requirement to solve the issue in Hotel Trinity. Moreover, by providing employees with incentives, growth opportunities, and more, their engagement in their work will increase. 

	Conclusion
The above analysis implies that the housekeeping staff in Hotel Trinity lacks proper training which has resulted in the poor management of work. The standard of housekeeping service encompasses keeping rooms clean, fulfilling customer needs, restocking amenities in hotel guestrooms, and more. Maintaining the safety of guests is also important and Schmidt’s model of employee engagement has been implemented to enhance the performance of the housekeeping staff of Hotel Trinity. 

	Training Notes: It can be recommended that the staff are provided with the necessary training that will help them to rectify their mistakes and provide better service to customers. 	
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