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		Training Notes:

The meaning of housekeeping is based on the conduction of all kinds of responsibilities and duties towards removal, keeping orderliness, vacuuming, polishing, and sweeping of waste materials and some other kinds of risks at the property and hotels. 
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		Training Notes:

An important role is played by the attendants of rooms in any hotel business because of their responsibility of cleaning the rooms, guest contact and visibility. A critical message is conveyed based on this to guests. 
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		Training Notes: 

Another essential aspect is considered the proper organization of the lobby. The reception desk should need to be organized and a definite path should be created for the flow of traffic in the area of reception. Clear signs should be used where check-in and check-out should be done by visitors. The commotion could be reduced in this way. 
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		Training Notes: 

Privileges of the company including the use of specialized level of services, meals and discounts

Unlawful conduct including the destruction of property and theft

In-house rules in relation to behavior of employees such as personal calls, chewing gums, and smoking. 

Uniform or Clothing

Access at the authorized level to all kinds of facilities at professional and personal level use such as pools, restaurants, the entrance of employees and parking. 
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		Training Notes: 

· Serious and recognizable hazards must need to be eliminated by the hotel management

· Legal standards must have to be followed in relation to maintaining the conditions of working at the workplaces

· All related equipment and tools must be used by employees that are safe in performing their work and these should be maintained properly (Hamid et al., 2020). 



	



		[image: ]



		Training Notes: 

In ensuring that safety is there for each person, the simplest way is that of performing and conducting a process that is termed a risk assessment of the hotel premises. An important step will be taken based on conducting a risk assessment towards ensuring that relevant laws are followed and employees are protected from any health effects. All kinds of risks that are associated with the premises could be focused on and managed properly by the owners of the business and anything of serious nature could be identified based on the risk assessment procedure.
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		Training Notes: 

In terms of identifying and rollout universal touchpoints of brand experience, one most important assets for great brands is considered experience mapping with a customer-centric perspective. Cherished memories should be created in the delivery of hospitality services. 	
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		Training Notes: 

A dedicated and motivational team could be created and established by the hotel based on the promotion of engagement between the staff of the housekeeping department and in these ay high-quality services could be provided to customers. 
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CLEANING OF COMMON AREAS

0 Corridors should need to be cleaned regularly
which means that it is a must of ensuring that they
are free from debris, dust, and lter

= Itis a must for the hotel managers of ensuring that
the area of reception is tidy and clean. Clean the
doors and windows, vacuum the floor and dustall
surfaces.

= Lifts should be cleaned on regular basis and itis a
must of ensuring that mirrors, walls, and buttons
are free from smudges, dust, and fingerprints
(Choy, Cheng and Yu, 2021).
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HOUSEKEEPING POLICIES

- HOUSE POLICIES

= Some standards and rules are includedin house policies based on which employess are informed
aboi the expectations which have been made from them and how they should respond in different
conditions and situations.

+ IMPORTANCE
= Improvement of the image at the professional level

& Increasing the security and safety of guests, employers and employees.
= Increasing positive conducts

= Increasing service qualtty (Panggabean and Hasibuan, 2020).
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HEALTH AND SAFETY PROCEDURES

Chemicals Handling:

= PPE (personal protective equipment) should
be wom that must be appropriate such as
goggles and gloves when chemicals are.
handled

= Instructions that are provided by the
manufacturer in the use of such things should
need to be followed in a proper manner

= The proper label should be used in relation to

all kinds of chemicals that are used in
manufacturing (Alcalde-Gonzalez, Mozo and
Bustos, 2021)
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HEALTH AND SAFETY PROCEDURES

Prevention of the spread of infection;

 Hands must be washed using s0ap thoroughly and this actvty must be done before and after a
foom cleaning.

= When handiing waste and cleaning the bathoom then disposable gloves should be used
= Waste must need to be disposed of in an appropriate and correct way

Emergency Procedures:

= Allkinds of emergency exits must be accessible easlly to employees and they must be kept clean.

' The fire alarm must be quickly actvated in case of fre and the building must be lefton an
immediate basis.

 Medical emergency procedures of the hotel must be followed in case of medical emergencles
(Brazil etal., 2023)
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IMPORTANCE OF BRAND STANDARDS

‘Guests Expectations:

= Afriendly welcome and smiley gesture mustbe given to guests when they enter their oom

= Requests and needs of guests mustbe focused on and ensure that they are satisfied

= Proper communication of requests made by guests to the relevant department must be ensured
Cleanliness, comfort, and functionality:

= When duty s performed than tidy and clean uniforrs must be worn by employees

= Itis amust of ensuring that your nails are trimmed and clean and your har s ied back

= Appropriate footwear must need to be worn by individuals (Sadhale, 2021)
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STAFF PARTICIPATION

In any work environment, one critical and important factor is considered as communication.
Regular meetings must be conducted and performed with a staff of housekeeping so that their
work could be discussed and feedback could be provided and suggestions could be given for
making further improvements.

In maintaining a high level of productivity and quality of senvices, one essential and important
‘aspect is considered as engagement of employees in the housekeeping business

Employees should be recognized and rewarded so that exceptional performance could be
presented and shown by them (Yusu, Invanti and indonesia, 2021)
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CONCLUSION

= It could be ensured based on following all guidelines that have been
provided in this report that cleanliness at a high level is maintained in the
hotel and all relative procedures of safety and health are followed

 The housekeeping team should be trained and retrained on a regular
basis so that it could be ensured that they follow the related guidelines
(Norrild and Korstanje, 2021)
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INTRODUCTION

Housekeepingis one important term that describes the way of keeping
order and dleanlinessin a hotel,

One major responsibiity that s maintained andkept by a housekeeper is
that of making sure that everything s in order and proper administration of
maintenanceof housekeeping.

The protection, afety, and comfort of customers and guests are ensured by.
the housekeeper.

Aesthetic, maintenanceand cleanlinessupkeep of the hotel s under the
major responsibiity of eth housekeeper:

In terms of keeping the hotel comfortableand clean, ths s the department
thatis Involved because tis important n creating a home away from home
(Sharma and Kaushik, 2021).
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CLEANING STANDARDS

The bathroom should be cleaned thoroughly including. the
bathtu, shower, sink, and toilet. For the efimination of viruses.
‘and bacteria, disinfectants should be used (Nimi et a., 2020).

To ensure correct cleaning of edges and comers should be
‘ensured by vacuuming the carpets and floors.

Dusting is basically related to all surfaces such as mirrors, lamps,
and fumiture based on the use of microfiber clothes. Feather
dusters must need to be avoided at ths level

Bedding: Bedding should need to be changed on daily basis
depending on consideration of the preferences of guests. Fresh
and clean lines should be used at this evel (Nimri et al., 2020)
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CLEANING STANDARDS |

The bathroom should be cleaned thoroughly Including the
bathtub, shower, sink, and toilet. For the elimination of viruses
and bacterla, disinfectants should be used (Nimr et al., 2020).

To ensure correct cleaning of edges and comers should be
ensured by vacuuming the carpets and floors.

Dusting is basically related to all surfaces such as mirrors, lamps,
and furniture based on the use of microfiber clothes. Feather
dusters must need to be avoided at this level,

Bedding: Bedding should need to be changed on daily basis
depending on consideration of the preferences of guests. Fresh
and clean lines should be used at this level (Nimi et al., 2020).
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which means that tis a must of ensuing that they
are free from debris, dust, and litter

Itis a must for the hotel managers of ensuring that
the area of reception is tidy and clean. Clean the
doors and windows, vacuum the floor and dust all
surfaces,

Lifts should be cleaned on regular basis and itis a
must of ensuring that mirrors, walls, and butions.
are free from smudges, dust, and fingerprints.
(Choy, Cheng and Yu, 2021)
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HOUSEKEEPING POLICIES

- HOUSE POLICIES
= Some standards and rules are included in house policies based on which employees are informed
about the expectations which have been made from them and how they should respond in different
conditions and situations.
- IMPORTANCE

= Improvement of the image at the professional level

= Increasing the security and safety of guests, employers and employees.
Increasing positive conducts
Increasing service quality (Panggabean and Hasibuan, 2020).

Privileges of the company including the use of specialized level of services, meals and discounts
Unlawful conduct including the destruction of property and theft
v In-house rules in relation to behavior of employees such as personal calls, chewing gums, and smoking
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HEALTH AND SAFETY PROCEDURES

Chenmicals Handling:
= PPE (personal protective equipment) should
be wom that must be appropriate such as l
goggles and gloves when chemicals are
handled
Instructions  that are provided by the
manufacturer in the use of such things should
need to be followed in a proper manner
The proper label should be used in relation to
all kinds of chemicals that are used in
manufacturing (Alcalde-Gonzalez, Mozo and
Bustos, 2021),

Serious and recognizable hazards must need to be eliminated by the hotel management
Legal standards must have to be followed in relation to maintaining the conditions of working at the workplaces
All related equipment and tools must be used by employees that are safe in performing their work and these should be maintained properly (Hamid et al.,
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HEALTH AND SAFETY PROCEDURES

Prevention of the spread of infection:

= Hands must be washed using soap thoroughly and this activity must be done before and after a

foom cleaning
= When handling waste and cleaning the bathroom then disposable gloves should be used '

= Waste must need to be disposed of in an appropriate and correct way

Emergency Procedures:

= AllKinds of emergency exits must be accessible easlly to employees and they must be kept clean.
= The fire alarm must be quickly activated in case of fire and the buiding must be left on an

immediate basis
= Medical emergency procedures of the hotel must be followed in case of medical emergencies

(Brazil et al, 2023)

“-»

In ensuring that safety is there for each person, the simplest way is that of performing and conducting a process that s termed a risk assessment of the hotel
nsuring that relevant laws are followed and employees are protected

premises. An important step will be taken based on conducting a risk assessment towards e
from any health effects. All kinds of risks that are associated with the premises could be focused on and managed properly by the owners of the business and
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IMPORTANCE OF BRAND STANDARDS

Guests Expectations:
= Afriendly welcome and smiley gesture must be given to guests when they enter their room
= Requests and needs of guests must be focused on and ensure that they are satisfied

= Proper communication of requests made by guests to the relevant department must be ensured

Cleanliness, comfort, and functionality: '
= When duty is performed than tidy and clean uniforms must be worn by employees
= Itis amust of ensuring that your nails are trimmed and clean and your halr is tied back
= Appropriate footwear must need to be worn by individuals (Sadhale, 2021).

“-»

In terms of identifying and rollout universal touchpoints of brand experience, one most important assets for great brands is considered experience mapping with &
a customer-centric perspective. cherished memories should be created in the delivery of hospitality services. )
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STAFF PARTICIPATION

In any work environment, one criical and important factor s considered as communication.
Regular meetings must be conducted and performed with a staff of housekeeping so that their

work could be discussed and feedback could be provided and suggestions could be given for

making further improvements

In maintaining a high level of productivity and qualty of services, one essential and Important

aspect s considere 2 engagement f employees n e housekeeping business |

Employees should be recognized and rewarded so that exceptional performance could be
presented and shown by them (Yusuf, Invantl and Indonesia, 2021).

A dedicated and motivational team could be created and established by the hotel based on the promotion of engagement between the staff of the housekeeping

v department and in these ay high-quality services could be provided to customers.
P Accessibilny: Investigate E 88 B T -—4———+ &

2141

17/03/2023




image13.png
Natalia Tucan ® & = a X

P Autosave (@ off Bmih4006 - Component 3 NT » Saved to this PC v

SlideShow Record Review View Help Acrobat

File Home Insert Draw Design  Transitions Animations
=Y ! e
21 13 o % B
Shapes Amange Editing  Createand Share  Dictate  Designer

. a
poste New &
e s g e BRI
Undo Clipboard 1% Slides Font Paragraph Drawing Adobe Acrobat Vi Designer v
(T) SUBSCRRTION CANCELLED On 31 My 2023, mostfestures of owerpint il bedsobled, _ Reacvate %

REFERENCES

8
- S, . and Kaushik T, 2021, Assthtcl cean o iy ean-A sty on e el
pandomic. okvido Hosolalty and Touiem Tremes 136), oo 4
L K. . S, i A, 202 Rsen dy n ostp v v
9 halelcha in Hong Kong, China. Tourom Criues: Practice and Theary, 21, g 115-122.
A —— tsanrtoc Saecon o) el S FAnot Koptsn st S
Housaroapn. Hasols RS ok IAER don (T, 12 0.5
V. Moz, A and Busos, AV, 2021 Nocean r0ms, no ot busiess: Subvrsion acics L Kol sl o diordy n bt
Tt Fesearh, 91, p 103315
- vami R 20k, | R tamah, TAT, Rami, N and Navav,Z W NV 2020, Usor accptanc o st husokoeoing.A sy of T
el prtaype i hotel et Cran o o,
10 23, Using h ikt UpporLin Asssmen 1 Exmin s ENlctof b New Hoe Houskoing
" ol Post COVID-10 Pandonic. Eweka Pblcabons

stonc 551 Py s

“«» cam

Click to add notes

2141

nvestigate
17/03/2023





image1.emf
BMIH4006 OHF -  Component 1 NT.docx


BMIH4006 OHF - Component 1 NT.docx
		

[image: UWTSD new Logo]


Component One:

What are the key skills required when working in the housekeeping team? 
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I am a student of hospitality management and regularly learn and develop skills and knowledge about my evolving and exciting field. I have gain insight of deeper understanding of numerous topics as customer service, hospitality management, operation management, and marketing. In this paper, I will demonstrate my reflective learning journey to plan my future through this theoretical knowledge of the industry (Sen Kupeli and Ozer, 2020). 

In the context of my hospitality management course, I have gained an insight of the customer service. I have been realized from the very start that in any sector or business customer is the king. No business can gain success without satisfying its customers. So, I also have examined that to satisfy the customers from the service and product, the intention and perception of the customer needs and expectations and promptly responding to their queries is very essential (Ndiuini and Baum, 2021). I am currently performing as the front desk receptionist in the hotel and during my job I have applied many of the theoretical concepts to communicate and handle customer’s complaints and make some recommendations to increase my experience. I have also erudite to improve the hotel service by using customer review of the service (Chung and Byrom, 2021). 

Other than front desk receptionist, I also have learned the role of marketing as in the business success, marketing is the most critical element and especially in hospitality industry as the competition is very fierce in the market. In my learning course, I have cultured different marketing strategies of social media marketing, loyalty program, and email marketing. Branding and advertisement to utilize it to make the company more innovative and distinct than the rival hotels and restaurants in the market (Abo-Murad, Abdullah and Jamil, 2019). 

I have also mastered in the area of operation management during my studies as this sector is more concerning with the hotel management to be more efficient and effective to proceed, resourceful, and systemize the whole procedure of the management to provide best efficient services to the customers (Leung, Lyu and Bai, 2020). In my course progression, various concepts of operational management was selected to learn and get insight which are most important in operation management as use of the point-of-sale systems, customer relationship management system, and inventory management system etc. during my part-time job of receptionist, I plan to utilize my learning in the operational sector to develop and implement these learning and experience in the quality service providing to the customers (Mehta, Kumar and Ramkumar, 2023). 

Customer satisfaction is the key to success in hospitality sector as this industry is based on the customers to stay and have full of emotions and cherish experience of life. The fierce competition increase the bargaining and authority of the customers as they expect exceptional service by the host. Therefore, it is very essential to provide best customer services to the potential customers, have efficient marketing strategies, and efficient operational activities (Tong-On, Siripipatthanakul and Phayaphrom, 2021). 

All the above discussed areas were those in which I applied my theoretical learning to gain insight of the experience based learning. Business can be differentiated from the competitors and attract and increase the retention rate of customers with adequate and innovative strategy and planning to increase the customer service. Effective marketing strategies help businesses especially hospitality sector to approach target market and customers (Sonnenschein, Barker and Hibbins, 2019)

Consequently, all my learning in the hospitality management was very exciting and fulfilling. Through my studies in the context of hospitality management, I have learned to apply various concepts of critical success as by applying them in my current part-time job of front desk. I have planned to continue my theoretical knowledge to facilitate customers with best services, implement effective marketing strategies, and to develop efficient operational processes in the hospitality sector. With all the learning and applying these theoretical concepts in my current job to gain experience was very beneficial for me to make me able to contribute in the organization of hospitality in which I planned to work for in the future profession (Alnawas and Hemsley-Brown, 2019). 
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Component 2 

Why did it happen? 

There could be many reasons for the guest’s room is not clean as:

1. Communication breakdown between the front desk team and housekeeping staff which results in the failure to properly conduct the responsibilities (Mutiasari, 2020).

2. The hotel housekeeping staff may be inexperienced and not trained properly about the cleaning procedures and standards.

3. Substandard results due to low-quality supplies and equipment of housekeeping service.

4. The understaffed situation led to an increase of the workload and result in incomplete and unhygienic cleaning.

It is very crucial to identify the root cause in order to prevent any future complaints by the guests (Dewi, 2022).

What are you going to do? 

I would take the following steps as per the complaint of the guest as the leader of the team. 

1. I will first apologize to the guest and show empathy for their inconvenience (Wiguna Yasa, 2022).

2. Personally visit the guest room to verify the situation and take proper actions accordingly.

3. Immediately contact the housekeeping staff to assign them room cleaning tasks.

4. Offer some of the additional services during follow-up to make sure of their satisfaction with the cleaning.

5. Note down the whole report to avoid this similar issue to be happen in the future.

How will you prevent this from happening in the future? 

To avoid these kind of situations in the future, I would:

1. Make sure of the communication between housekeeping and front desk to avoid any kind of misunderstanding (Elsaed and Hassan, 2020).

2. Make sure of the housekeeping staff to be experienced and trained employees of the hotel. 

3. To verify all the cleaning and housekeeping services to be checked as to avoid any issue on arrival of the guests. 

What measures would you introduce to improve team effectiveness? 

I would take the following measures to improve the team’s effectiveness as:

1. Provide training: I would make sure the housekeeping staff gets the proper and adequate training of the standards, protocols, and procedures. 

2. Set expectations and goals: I would establish a clear goal of the expectations and performances in the team members regularly (Rossanty, Nasution and Irawan, 2019). 

3. Foster communication: team members must be encouraged and influenced to communicate and provide feedback to create the environment of the working place as the best and positive to share suggestions, concerns, and ideas. 

4. Recognize achievements: I would recognize and establish a reward system to demonstrate the outstanding performance of the employees 

5. Performance reviews: To give feedback and reviews, identify areas to seek improvements in the sector, and discuss future objectives and goals. 

6. Implement checklists and inspections: Develop a checklist process to identify the rooms that have been cleaned thoroughly to ensure customer service before guests’ arrival. 

I believe that by implementing these measures, the efficiencies and effectiveness of the team can be enhanced with increased customer service and satisfaction (Sihombing and Danito, 2021). 
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