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Working in a housekeeping team requires a wide range of abilities to properly manage and maintain cleanliness and orderliness in a variety of scenarios, such as hotels, resorts, hospitals, or residential homes. Also as working as part of a team is vital. 

Whilst working at my placement I have been learning about the premier inn as a brand and the standards it upholds, Brand standards are a collection of criteria that dictate how a corporation presents itself to the world. They include factors like logo usage, typography, colour palette and overall visual and identifiable (Edge, 2022). By following brand guidelines, it guarantees that their brand is identifiable, consistent, and connected with their values and objectives. Also in the way the room is laid out to how the bed is made every brand has a unique set of standards that separates from the rest also paying attention to detail is an important part in brands standards and customer satisfaction is important and doing the little things is vital for guaranteeing complete cleaning using the COSSH methods and guidelines  will help in maintaining high standards of cleanliness (HSE, 2023) also brand requirements. 

Knowledge of cleaning procedures and understanding diverse cleaning procedures, materials, and equipment, as well as proper usage and safety precautions, is important to get optimal outcomes whilst at my placement I have learnt what products to use on what surfaces and also which colour clothes are used for which surfaces and products, also when moving to another room we change clothes to stop the contamination and spread of any bacteria that may be of been present in a previous room. I have also learnt the way of how the rooms are cleaned and assisted on spot checks where we check for dust and to make sure the rooms are to a high standard of the brand and expectations for customers. 

There is also a set of skill set and requirements needed to be able to do this job properly such as you have to be compassionate and hard working. Physical Stamina is a must as housekeeping sometimes entails manual labour, such as lifting, bending, and standing for lengthy periods. Having high physical stamina is vital to bear the demands of the job (Plaxen, 2022). whilst at my placement I have assisted in bed stripping, fixing the quad rooms and pulling out the extra bed checking the sheets to make sure they reach the standard making of beds and cleaning of rooms, it’s a very hands on physical job so motivation is also a key skill to have Without it, firms endure less productivity, lower levels of output and it’s possible that the company will fall short of accomplishing critical goals too (Perbox, 2023).

Having organisation skills is a must being organised helps in a variety of task such as organising cleaning supplies checking stock and making sure you have all the equipment needed on your trolley when room cleaning also scheduling duties and maintaining an orderly work environment. Also, a great skill to have as being organised can help with time management and making sure rooms are done by the correct time for new check inns.
 

Housekeepers often encounter unexpected challenges or situations that require quick thinking and problem-solving abilities. They should be able to identify issues, find suitable solutions, and take appropriate action. This could involve handling guest requests, addressing maintenance problems, or managing emergencies effectively. This diversity of experience and thought is a good thing, but it may sometimes lead to misunderstanding and conflict between people. Some conflict can be constructive, such as a healthy degree of competitiveness between team members to attain goals. But negative conflict, such bullying or personality disputes, can injure individuals and impair teamworking (CIPD, 2022).being able to resolve conflicts and manage them in the correct way is an important key skill to have in any hospitality environment whether it is an conflict between team members or unhappy customers if you can talk calmly and show compassion and wiliness to address the problem most issues can be resolved in this way the major purpose of the hospitality sector is to provide great service and assure guest pleasure. When disagreements emerge, whether among staff members or between staff and guests, they can significantly affect the guest experience. By properly handling conflicts, hospitality professionals may address concerns swiftly, resolve disputes, and create a good and welcome environment for guests.
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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?


	There are streaks in the bathroom mirror limescale on the toilet overall bathroom is not cleaned properly and is dirty not up to the standard that would be expected. 


	Possibly poor equipment or the wrong equipment being used wrong cleaning products was not used and    cross contamination of cleaning clothes not using fresh ones per room staff not being adequately trained 
	Apologise and empathise Acknowledge the guest's concern and convey honest apologies for the trouble caused and, I will rectify this by immediately offering something complimentary or a room change and Take quick steps to address the problem. By Assigning housekeeping workers to fully clean the guest's room, paying special attention to areas indicated by the guest
	To prevent such concerns in the future, I will review the cleaning procedures with the housekeeping crew and underline the necessity of attention to detail. If necessary, extra training sessions or reminders regarding cleanliness standards will be provided to guarantee consistent quality throughout all rooms.
	Foster a collaborative climate where team members feel comfortable expressing ideas, asking support, and working together to solve challenges. Encourage cross-training to ensure flexibility and greater knowledge of each other's jobs.

	The bed is not made correctly and is not looking neat and professional also there are stained sheets and holes.  

	Quality checking was not carried out correctly when making of beds sheets must be checked to ensure it is free of stains and holes also bed must be made to brand standard including the hospital fold 
	Show empathy with their concerns ensure quality checks are being addressed and sheets and covers are being regularly checked 
	I will develop a system of regular inspections to proactively identify any potential cleanliness issues before guests check-in. This will require a comprehensive assessment of each room to verify that they fulfil the hotel's cleaning standards.
	Provide continuing training and development opportunities for team members to upgrade their skills and expertise. This can include workshops, seminars, or online courses pertaining to hospitality, customer service, and professional development.

	Unsatisfied guest can cause great concern and problems as they can leave bad reviews. 
An unclean experience can affect a hotel’s reputation, from unfavourable reviews to the possibility of losing repeat business. It is vital to ensuring cleanliness is the starting point of a wonderful guest experience.”

	The hotel may have experienced problems with their housekeeping department, such as inadequate staffing, poor training, or lack of attention to detail. This could result in rooms not being properly cleaned or maintained, resulting to complaints about filthy conditions
	Use the feedback obtained to find potential areas for improvement in the hotel's operations, cleanliness standards, and guest services. Continuously endeavour to enhance the guest experience based on constructive comments.
	Clearly express your commitment to cleanliness and guest satisfaction through many media, including your website, marketing materials, and in-room literature. Highlight the efforts you take to ensure clean rooms, cleaning chemicals, sanitization methods, and staff training.
	Honour and recognise staff workers who consistently meet or exceed cleaning requirements. Implement an incentive program that fosters a proactive approach to cleanliness. This can include performance bonuses, employee of the month awards, or other recognition efforts.

	


	
	
	
	

	


	
	
	
	




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.
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	Training Notes: We will be discussing and going through some important training and team building exercise, so we are up to date with brand standards and housekeeping expectations and standards these are important when in this industry not just only for housekeeping but as a whole team. Standardised training helps maintain a high level of cleanliness throughout the property, regardless of the specific staff member assigned to a particular area we are a team and will be doing some exercises along the way. Customers will have a more positive experience with the company, which will reduce the need for complaint management and increasing customer loyalty. (NQA, 2022)
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	Training Notes: Welcome to the presentation on Housekeeping Training. Today, we'll talk about how important it is to meet brand standards and follow health and safety regulations and how important it is to keep our customers happy. By the end of this briefing, you will understand the expectations and procedures for keeping our guests' environments clean and safe. And how we can build a happy positive work force by working together and resolving problems and creating a healthy environment for our staff and customers more experienced or better-trained employees provide better service, which leads to happier consumers (Virtual college, 2020).
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	Training Notes: Brand guidelines ensure that customers have a consistent experience with us. People know what to expect when they return, which fosters brand loyalty and trust. As a result, maintaining strong operational standards is critical for all hospitality organisations, from tiny eateries to chains with hundreds of locations (Radley, 2023).
As a result, appropriate room presentation and adequate explanation of how everything is anticipated are critical. We have received complaints regarding beds not being made correctly and damaged bedding, as well as the hygiene of the bathing areas. We must ensure that the requirements and hygiene are followed. We must also ensure that our personal hygiene and dress code are followed so that we are presented well to our customers and keep the standards high and consistent. If a customer has a concern, we must address it in a timely manner and ensure that they know we are taking their needs into consideration customers keep our businesses growing customer loyalty is important.
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	Training Notes: Health and safety in hotels are not only important for our guests but also for the well-being of our hotel staff. Employees who feel safe and protected in their workplace are more motivated and productive. We must also keep regular checks of equipment such as hoovers and kettles as when there are indications that the supply may be unsafe, such as damaged equipment or wiring, the supply should not be used until the problem is resolved (HSE, 2023b). This is why proper training and implementation of health and safety protocols reduce the risk of accidents and occupational hazards, promoting a positive work environment. Health and safety, as well as hygiene practises, are critical in the hotel sector for guest happiness, reputation management, legal compliance, employee well-being, illness prevention, and risk mitigation. Hotels that prioritise these characteristics provide a safe and enjoyable atmosphere for guests while also maintaining a competitive edge in the market. In order to continue with these protocols, we will do a health and safety training programme and refresh our knowledge later.
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	Training Notes: It is critical to tidy the room before you begin cleaning. Remove any superfluous things or trash that may obstruct proper cleaning. I would suggest. 
Cleaning from top to bottom, When cleaning a room, begin at the top and work your way down. Because dust and debris tend to slide downward, starting at the top allows you to prevent re-cleaning regions this may reduce the complaints. We also use microfiber towel as Microfiber cloths are extremely effective cleaning tools because they trap dust and grime particles. They can be used dry for dusting or wet slightly for wiping surfaces. Microfiber towels are also reusable and environmentally beneficial also the use different cloths in each room to prevent germs from spreading. Housekeeping is essential for hotels to maintain a clean, attractive, warm, and welcoming environment for guests. It is responsible for preparing and maintaining guest rooms, checking on appliances, vacuuming, dusting, and cleaning all bedrooms. This helps to enhance a guest's experience and set a clear division between one hotel to another (sahmad, 2019b).There are different chemicals to use for different surfaces these should be used on the correct surfaces as we’ve had complaints about mirrors this could prevent further complaints by using the correct clothes and the correct chemical, also the bathrooms have been brought to attention we need to ensure we are scrubbing the bathrooms accordingly and paying attention to detail as customers expect these things in addition Cleaning properly may increase asset utilisation, increase production capacity, improve operator safety, and reduce cleaning time and contamination risk (DOBER, 2018).
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	Training Notes: 
The comfort and satisfaction of guests should be a top priority for any hospitality establishment. Room preparation and inspection are essential for guest comfort, satisfaction, reputation, and operational efficiency. Thoroughly cleaning and sanitising guest rooms is essential for maintaining a hygienic environment. Regular inspections help identify and address any maintenance issues, such as malfunctioning equipment or safety hazards, ensuring the safety and well-being of the guests. Efficient room preparation and inspection processes contribute to smooth operations. Cleanliness, rapid response times, attention to detail, and providing superior amenities may all make a big impact. Going above and above to ensure that everything is in order will provide guests with an amazing experience (Preno, 2023). It is important to show before and after pictures of a guest room and ask the team to identify any missed details or areas for improvement if unsure, but spot checks will be done randomly and will also build up team morale by starting some incentives and rewards remember the attention to details is important.
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	Training Notes:

Maintaining cleanliness in public areas is essential for any establishment. To ensure the success of any business, it is critical to keep customers delighted and to make the correct impression from the moment they enter your establishment. This is first and primarily entrenched in the appearance of the premises in the hospitality industry. A great or negative initial impression of a hotel, for example, can influence a customer's whole experience, whilst the cleanliness of the venue is important in increasing customer satisfaction and future visits. To keep places spick and pristine, hotel cleaning and housekeeping should be prioritised (Team, 2016). Regular cleaning schedules involve daily tasks such as dusting and polishing involves dusting all surfaces, including furniture, fixtures, window sills, and decorative items to ensure the public walk inti a clean environment in addition to  restroom cleanliness which involves cleaning toilets, sinks, mirrors, and floors so members of the public have clean safe areas such as clear walkways which involves ensuring that walkways, entrances, and exits are clear of obstacles as this can cause a hazard. Lighting and fixtures involve cleaning light fixtures, replacing burnt-out bulbs, and ensuring adequate lighting throughout public areas. Upholstery and fabrics involve cleaning upholstery, cushions, and curtains regularly to remove dust, stains, and odours. Regular inspections will be done that involve conducting regular inspections to identify any areas that require attention or repairs anything brought to your attention should be given priority and dealt with in a timely manner. 
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	Training Notes: Reporting maintenance issues on time ensures that any faults or flaws in guest rooms or communal spaces are rectified as soon as possible. This contributes to the maintenance of the hotel's facilities' quality and operation, hence improving the entire visitor experience. Prompt maintenance also reduces potential safety risks as we have mention in the earlier slides and eliminates additional damage or dissatisfaction. In addition, effective communication between hotel staff, particularly with the front desk, is crucial for providing exceptional guest service. By keeping the front desk informed about room status, such as vacancies, occupied rooms, or any special requests, the hotel staff can ensure smooth operations and meet guest expectations. This allows the front desk to provide accurate information to guests, fulfil their requests promptly, and resolve any issues effectively. We must feel comfortable as a team to work together and help each other which is why we also Team meetings they provide a platform for our staff to collaborate, exchange information, and address any concerns or suggestions. Sharing suggestions helps improve operational efficiency, enhance guest satisfaction, and drive innovation within the hotel. It fosters a positive working environment (Cooks-Campbell, 2022), encourages teamwork, and empowers employees to contribute their ideas and perspectives for the betterment of the hotel's services and processes. addressing concerns raised during team meetings can also help resolve issues promptly and prevent them from escalating. We also may have families or people who require specialist needs so being able to communicate this is key, Team building is also good exercise to do which is why we will be starting an incentive to get everyone together for dinner so we can share and talk ideas.
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	Training Notes: your wellbeing as well as customers are our upmost priority many occupations and industries need people to lift objects that are significantly heavier than they are accustomed to hauling. This might result in injuries and even lasting harm (BCF, 2023), so please follow the recommendations and don't be afraid to seek for help. if there is a problem with communication like we have spoken about their maybe something being lack of motivation why the job isn’t being done properly please speak if there is something if stock has not been calculated properly and someone is trying to skimp on products please speak up so we can solve the issue as a team similarly, if there are discrepancies in stock calculations or if someone is attempting to compromise the quality or quantity of products, it's essential to address these problems promptly. Encourage team members to report any irregularities or instances of skimping on products, as this can affect customer satisfaction and overall business performance. By being proactive and collaborative, the team can work together to find solutions and ensure that any issues are resolved promptly. Remember, maintaining open lines of communication and addressing concerns promptly can contribute to a healthy and productive work environment
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	Training Notes: Thank you all for your time and participation in this training.
Let's apply what we have learned and make a difference in the guest's experience and the success of our hotel I hope this has left everyone feeling abit more comfortable and up to date on our standards and how important it is for the running of our hotel.






References
Reference list
BCF (2023). The Importance of Safe Lifting | Manual Handling Training. [online] www.thebcfgroup.co.uk. Available at: https://www.thebcfgroup.co.uk/manual-handling/importance-safe-lifting.php [Accessed 7 Jun. 2023].
CIPD (2022). CIPD | Dealing with bullying and workplace conflict: a guide for managers. [online] CIPD. Available at: https://www.cipd.org/uk/knowledge/guides/workplace-conflict-people-manager-guide/ [Accessed 27 May 2023].
Cooks-Campbell, A. (2022). Why Communication Is Key in the Workplace and Ways to Improve. [online] BetterUp. Available at: https://www.betterup.com/blog/why-communication-is-key-to-workplace-and-how-to-improve-skills#:~:text=Communication%20in%20the%20workplace%20is [Accessed 6 Jun. 2023].
DOBER (2018). 5 Reasons Why Critical Cleaning Chemicals Are So Important To Cleaning Validation. [online] www.dober.com. Available at: https://www.dober.com/chematic/resources/reasons-why-critical-cleaning-chemicals-are-important#:~:text=Proper%20cleaning%20can%20maximize%20asset [Accessed 5 Jun. 2023].
Edge, W. (2022). The importance of brand standards. [online] West Edge Collective. Available at: https://westedge.us/branding/the-importance-of-brand-standards/#:~:text=Brand%20standards%20are%20a%20quick [Accessed 25 May 2023].
HSE (2023a). COSHH and cleaners - key messages - COSHH. [online] www.hse.gov.uk. Available at: https://www.hse.gov.uk/coshh/industry/cleaning.htm.
HSE (2023b). Work using electrically powered equipment - Electrical safety. [online] www.hse.gov.uk. Available at: https://www.hse.gov.uk/electricity/electricequip.htm#:~:text=Check%20the%20electrical%20supply%20is%20safe%20to%20use&text=Regular%20tests%20performed%20by%20a [Accessed 4 Jun. 2023].
Lucy (2018). Steps to Create a Housekeeping Training Programme. [online] polo and tweed. Available at: https://poloandtweed.com/blog/steps-to-create-a-housekeeping-training-programme [Accessed 7 Jun. 2023].
NQA (2022). What Standards Apply to the Hospitality Industry? | NQA. [online] www.nqa.com. Available at: https://www.nqa.com/en-gb/certification/sectors/hospitality#:~:text=Enhance%20the%20customer%20experience%3A%20Hospitality [Accessed 2 Jun. 2023].
OBeirne, S. (2019). Dirty hotel rooms are causing sleepless nights for guests. [online] Cleaning Hygiene Today. Available at: https://chtmag.com/dirty-hotel-rooms-are-causing-sleepless-nights-for-guests/#:~:text=An%20unclean%20experience%20can%20damage [Accessed 1 Jun. 2023].
Perbox (2023). Why is Employee Motivation Important? (+ How to Improve it). [online] Perkbox. Available at: https://www.perkbox.com/uk/resources/blog/why-employee-motivation-is-important-and-how-to-improve-measure-and-maintain-it#:~:text=Without%20it%2C%20companies%20experience%20reduced [Accessed 27 May 2023].
Plaxen, B. (2022). The Risks of Working in Housekeeping and Cleaning. [online] Plaxen Adler Muncy. Available at: https://www.plaxenadler.com/2022/04/15/the-risks-of-working-in-housekeeping-and-cleaning/ [Accessed 27 May 2023].
Preno (2023). 5 Strategies to Improve Service Quality in Your Hotel. [online] https://prenohq.com/. Available at: https://prenohq.com/blog/5-strategies-to-improve-service-quality-in-your-hotel/ [Accessed 6 Jun. 2023].
Radley, M. (2023). How to maintain brand standards in hospitality | Trail. [online] trailapp.com. Available at: https://trailapp.com/blog/brand-standards-in-hospitality#:~:text=Brand%20standards%20ensure%20a%20consistent [Accessed 2 Jun. 2023].
sahmad (2019a). Benefits for Hotel Cleanliness - Atalian Global Services Philipppines. [online] Atalian Philippines. Available at: https://atalian.ph/2019/10/04/benefits-for-hotel-cleanliness/#:~:text=It [Accessed 1 Jun. 2023].
sahmad (2019b). Benefits for Hotel Cleanliness - Atalian in Singapore. [online] Atalian Singapore. Available at: https://atalian.sg/benefits-for-hotel-cleanliness/#:~:text=A%20hotel [Accessed 4 Jun. 2023].
Team, J.-K. (2016). Make First Impressions Count – The Importance of A Clean Hotel Lobby - Jani-King UK. [online] Jani-King UK - leading franchises for sale in the commercial cleaning services industry. Available at: https://janiking.co.uk/blog/the-importance-of-a-clean-hotel-lobby/#:~:text=A%20hotel%20lobby%20sees%20a [Accessed 6 Jun. 2023].
Virtual college (2020). The Importance of Training in Hospitality | Virtual College. [online] www.virtual-college.co.uk. Available at: https://www.virtual-college.co.uk/resources/importance-of-training-in-hospitality#:~:text=Investment%20in%20hospitality%20staff [Accessed 2 Jun. 2023].
Whitbread PLC (2020). Premier Inn CleanProtect hotel hygiene regime will help guests stay with confidence. [online] Whitbread PLC. Available at: https://www.whitbread.co.uk/premier-inn-cleanprotect-hotel-hygiene-regime-will-help-guests-stay-with-confidence/ [Accessed 1 Jun. 2023].
Whittaker System (2021). The Impact of a Negative Hotel Review | Whittaker System. Whittaker System. [online] www.whittakersystem.com. Available at: https://www.whittakersystem.com/blog/the-impact-of-a-negative-hotel-review/ [Accessed 1 Jun. 2023].


image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




image2.png
Housekeeping training and Team building

Presented by
Sabrina Jane Judge 2027749





image3.png
Introduction

Importance of Housekeeping training and
maintaining the standards

Steps when cleaning rooms

How training will benefit customers as well as
the team members

Complaints that have recently been made and
how we can prevent them in the future

Team building as a happy workforce brings us
together





image4.png
Standards Overview

Brand standards are guidelines
Proper maintenance and

presentation of guest rooms
and public areas.

that define the quality and V Consistent cleanliness and

consistency of our hotel's tidiness throughout the hotel

services and faci

Learning Outcome: Recognize
Timely response to guest Adherence to the hotel's dress the importance of brand
requests. code and grooming standards. standards in delivering

exceptional guest experiences.





image5.png
Health and Safety





image6.png
Effective cleaning techniques and best
practices contribute to maintail
high cleanliness standards

Proper use of cleaning products and
equipment.

Understanding different surfaces and
appropriate cleaning methods

Paying attention to detail and
thoroughness in cleaning tasks.

Time management and prioritization of
cleaning tasks.

Cleaning Techniques and Best Practice





image7.png
Room Preparation and Inspection

Cleaning an: § . X .
= specg @l e e e S o G e e et e eSS,

Making beds and arranging sheets properly.

Cleaning and replenishing supplies.

replenishing

eckin Checking for and reporting maintenance concerns.
Assuri Assuring that all objects are in their proper locations.
Understan Understanding the significance of complete room preparation and inspection for visitor happiness..





image8.png




image9.png
EFFECTIVE COMMUNICATION
AND REPORTING ROUTES
THROUGHOUT THE
HOUSEKEEPING TEAM.

ACCURATELY DOCUMENTING
INCIDENTS AND ACCIDENTS.

KEY POINTS: REPORTING
MAINTENANCE ISSUES TO THE
PROPER DEPARTMENT AS
SOON AS POSSIBLE.

INQUIRING WITH THE FRONT
DESK ABOUT ROOM STATUS
AND GUEST PREFERENCES.

PARTICIPATING IN TEAM
MEETINGS AND EXPRESSING
IDEAS OR CONCERNS,

Reporting and Communication





image10.png
Personal Safety and Wellbeing





image11.png
Conclusion and Next Steps

In conclusion, as the Floor Housekeeping Manager, it is our responsibility to
address and resolve guest complaints, maintain brand standards, and ensure
the adherence to Health and Safety procedures.

By focusing on communication, teamwork, and attention to detail, we can
provide the best possible experience for our guests we will be carrying out
spot checks also

By familiarizing ourselves with the protocols and implementing them
diligently, we can create a safe working environment for ourselves and our

guests.





