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Introduction 
The housekeeping department is a vital part of the hospitality industry. It is responsible for maintaining the cleanliness, hygiene and aesthetic appeal of the guest rooms, public areas, and other hotel facilities or establishments (Avi, 2022). 
Here are some of the key skills required for housekeeping professionals:
Attention to detail
Housekeeping staff must have a keen eye for detail to ensure that every aspect of the guest room is clean and in good condition (Raghubalan and Raghubalan, 2016). They must be able to identify even the smallest imperfections, such as a smudge on a mirror, and take corrective action.
Organization skills
Housekeeping staff must be well-organized and able to prioritize their tasks. They must balance the demands of multiple guest rooms and public areas, ensuring that all are cleaned to a high standard promptly.
Communication skills
Housekeeping staff must have good communication skills to interact effectively with guests, colleagues, and supervisors (Jayanti, 2023). They must be able to communicate any special requests or concerns to their supervisors clearly and concisely.
Physical stamina
Housekeeping staff must be physically fit and able to perform repetitive tasks, such as making beds, vacuuming, and carrying heavy loads. They must also be able to work in a fast-paced environment and maintain a high energy level throughout their shift (Bridger and Cipd, 2018).
Time management
Housekeeping staff must be able to manage their time effectively, ensuring that tasks are completed within the allotted time frame (Patil et al., 2017). They must be able to work efficiently and prioritize their tasks to meet the demands of a busy hotel or resort.
Teamwork
Housekeeping staff must work effectively as part of a team, collaborating with colleagues to ensure that the guest rooms and public areas are cleaned to a high standard (Chibili, 2017). They must be able to communicate effectively with their team members, contributing to a positive working environment.
Adaptability
Housekeeping staff must be able to adapt to changing circumstances and be flexible in their approach. They must be able to adjust their work schedule as required, and be willing to take on new tasks and responsibilities as needed.
Customer service skills
Housekeeping staff must have excellent customer service skills, as they are often the first point of contact for guests (Shengdong et al., 2022). They must be able to respond to guest requests and concerns in a professional and friendly manner, helping to create a positive guest experience.
Theoretical knowledge can be applied in the housekeeping industry by utilizing best practices, standard operating procedures, and industry-specific training programs. For example, training programs can provide staff with the knowledge and skills required to use cleaning equipment and chemicals safely and effectively, as well as teaching them how to properly clean and maintain guest rooms and public areas (Mullins and Dosser, 2017). As a hospitality and tourism management professional, I can apply theories related to the field to enhance my performance as a member of the housekeeping team. This includes concepts related to customer service, hospitality operations, and organizational management.
For example, I can apply theories related to customer service to understand the needs and expectations of guests, and to provide them with a high level of service. This includes being able to effectively communicate with guests, respond to their requests, and address any concerns they may have. Additionally, by understanding the principles of hospitality operations, I can improve the efficiency of the housekeeping department, minimize waste, and increase productivity (Rutherford, 2015). In terms of organizational management, I can apply theories related to team management, leadership, and motivation to lead and motivate my team effectively. 
In addition to these theories, I can also apply my knowledge of sustainable tourism and environmentally responsible practices to ensure that the housekeeping department operates in an environmentally responsible manner (Cho et al., 2022). This includes reducing waste, conserving resources, and using eco-friendly products and equipment. In my experience, applying theories related to hospitality and tourism management has greatly enhanced my performance as a member of the housekeeping team. By using my knowledge of these concepts, I have been able to provide a higher level of service to guests.
The topic of housekeeping is important in the hospitality industry as it directly affects guest satisfaction and the overall reputation of the establishment (Leiter and Bakker, 2016). A clean, well-maintained hotel or resort will generate positive reviews, attract repeat business, and generate positive word-of-mouth recommendations. On the other hand, a poorly maintained hotel or resort will result in negative reviews, reduced business, and a tarnished reputation.
Conclusion
The hotel business would not function without the housekeeping staff. Its primary function is to ensure that all parts of the hotel, including guest rooms, common spaces, and restaurants, are kept spotless at all times.
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Component Two:

	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?


	Poor Training: A lack of sufficient training for housekeeping personnel may lead to concerns with the cleanliness of guest rooms. 
	Poor training is often the consequence of an inadequate investment in staff development on the part of the hotel management (Sharma et al., 2019). It's possible that staff workers won't have the knowledge and abilities required to do their jobs well if they don't get the appropriate training.
	I will implement a comprehensive training program for all housekeeping staff members that covers proper cleaning techniques, use of equipment and chemicals, and guest service standards. I will also regularly assess the training program to ensure that staff members are retaining the information and using it effectively in their work.
	To prevent poor training from happening in the future, I will regularly assess and update the training program to ensure that it is comprehensive and effective. I will also provide ongoing training and development opportunities for staff members to help them grow and improve in their roles (Domínguez and Pholphirul, 2020).
	Performance Evaluations: I will introduce regular performance evaluations for all staff members to assess their skills and identify areas for improvement.

	Inadequate Staffing: If there are not enough members of the staff available to clean the rooms in a timely way, the rooms may be left in a filthy condition, which may result in complaints from the guests.
	Insufficient Staffing levels that are insufficient might emerge either because of financial restrictions or because management is hesitant to invest in more staff employees (Secchi et al., 2020). Because of this, members of the staff may have feelings of overwork and find themselves unable to keep up with the demand for room cleaning.
	I will work with management to address the issue of insufficient staffing levels (Ferdinand and Kitchin, 2017). This may involve making a case for additional staffing, streamlining processes to reduce the workload on existing staff, or scheduling staff members more effectively to ensure that all rooms are cleaned in a timely manner.
	To prevent insufficient staffing from happening in the future, I will regularly monitor staffing levels and work with management to ensure that there are enough staff members to meet the demand for room cleaning. I will also implement processes to streamline work and reduce the workload on existing staff members.
	Team Meetings: I will hold regular meetings to improve staff communication and collaboration. This will allow staff members to share ideas, voice concerns, and discuss best practices, which will help improve team effectiveness.

	Communication Breakdown: If there is a communication breakdown between the members of the crew, it may result in rooms being overlooked or not cleaned to a high quality.
	Communication breakdowns may take place when there are not enough clear communication lines between staff members, which can lead to rooms being ignored or passed through entirely (Wood, 2018).
	I will establish clear communication channels between staff members, including regular check-ins and staff meetings (Machado, 2020). I will also ensure that all staff members understand the importance of clear communication in their work and the consequences of not communicating effectively.
	To prevent breakdowns in communication from happening in the future, I will regularly assess and improve communication channels between staff members (Hashemi et al., 2018). I will also provide training on effective communication and encourage all staff members to adopt open and transparent communication practices.
	Ongoing Training and Development: I will provide ongoing training and development opportunities for staff members to help them grow and improve in their roles.

	Absence of Supervision: If there is no enough supervision in place, individuals of the staff may not feel responsibility for their job and may not perform to the best of their ability. 
	Inadequate supervision may result either from a scarcity of managers or from the hotel management's failure to place sufficient emphasis on the management of employees (Quick, 2020). In the absence of adequate supervision, members of the staff could not feel responsible for their job and might not perform up to their full ability.
	I will establish a system of regular supervision for all staff members, including regular performance evaluations and feedback sessions (Helberg, 2022). This will help ensure that all staff members feel accountable for their work and are performing to their full potential.
	To prevent a lack of supervision from happening in the future, I will establish regular supervision practices, including performance evaluations and feedback sessions, and make sure that staff members understand the importance of regular supervision in their work.
	Clear Performance Expectations: I will clearly communicate performance expectations to all staff members and hold them accountable for their work.

	Inadequate Equipment and Supplies: If the hotel does not have the appropriate equipment and supplies to efficiently clean the guest rooms, this might result in substandard cleaning and disgruntled customers.
	Inadequate equipment and supplies may develop when there are restrictions placed on the hotel's budget or when the hotel management does not prioritize the housekeeping department in terms of investment (Avi, 2022). It's possible that the cleaning staff won't be able to efficiently clean the rooms if they don't have the right equipment and materials, which might result in the guests being dissatisfied.
	I will work with management to ensure that the housekeeping department has access to the proper equipment and supplies to clean rooms effectively. This may involve making a case for investment in new equipment or supplies, or finding ways to more efficiently use existing resources.
	To prevent inadequate equipment and supplies from happening in the future, I will work with management to regularly assess the resources available to the housekeeping department and make a case for investment in new equipment or supplies as needed (Raghubalan and Raghubalan, 2016). I will also find ways to more efficiently use existing resources to ensure that the housekeeping department has everything it needs to perform effectively.
	I will implement a recognition and rewards program to reward staff members for their hard work and good performance. This will help to boost morale and encourage staff members to take pride in their work, which will ultimately improve team effectiveness




Component Three:
	Introduction
This presentation will include noting the recent visitor concerns. It is sad that the hotel has been providing high-quality guest experiences lately as a team. The customers want clean and pleasant rooms, and they must be provided. This presentation will offer a simple training program to maximise the housekeeping team's performance, meet brand requirements, and follow health and safety protocols. By integrating an employee engagement model into a best practice industry example, boosting visitor happiness and giving the team a framework.
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	Training Notes:  Encourage team members and visitors to listen, communicate effectively, and resolve problems professionally.

	Employee Engagement Model
An employee engagement model is a set of recommendations for increasing workplace morale and employee well-being. Employees acknowledge their humanity and independent identities outside of work (Jayanti, 2023). In managing a hotel, it is important that the employees are well-managed and motivated, which is important for ensuring high-quality services by them. Therefore, the STAR model of employee engagement is used here for a better guideline (Bridger and Cipd, 2018). The STAR model, which includes satisfaction, teamwork, achievement, and recognition, is a well-established framework that links employee engagement with customer satisfaction, which is critical in the hospitality industry.
[image: ]

	Training Notes: Explain employee involvement. Emphasize its significance in hospitality, especially hotel administration. The STAR model should underpin training.

	
Satisfaction
Satisfaction is a vital component of the STAR model, and it is imperative that the crew is content with their job (Patil et al., 2017). A pleased team member is more likely to deliver superior service to our visitors, which might result in an increase in their satisfaction. This entails providing the cleaning staff with the necessary tools and resources to execute jobs successfully and efficiently. By offering a supportive work environment, this hotel will inspire its team members to perform at their highest level.
[image: ]

	Training Notes: High-quality tourist experiences need satisfied personnel. Service improves with happy workers. This is the hotel's responsibility.

	
Teamwork 
Teamwork is a crucial component of the STAR model, and it is critical that the housekeeping crew be able to collaborate well with one another. This includes developing a culture of cooperation and open communication among team members, where they can support one another and share ideas with one another (Chibili, 2017). The hotel will be able to motivate its team members to collaborate in order to meet the shared objective of delivering outstanding experiences to the guests if the hotel foster a productive atmosphere for its team.
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	Training Notes: Teamwork is needed in hospitality. Collaboration thrives in a pleasant, supportive workplace where team members can share ideas and help one other.

	
Achievement 
Achievement is yet another crucial component of the STAR model, and it is critical that the staff feels that they have achieved something via the job that they do. This may be accomplished by establishing objectives that are within reach and offering feedback on the performance of the team on a regular basis (Shengdong et al., 2022). The hotel is able to improve the motivation of its team members and motivate them to strive for greatness if it acknowledges and appreciate the successes of our team members.
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	Training Notes: The STAR approach emphasizes recognition, so housekeepers must feel valued for their efforts. Incentivizing, rewarding, and public ally recognizing team members may accomplish this.



	
Recognition 
The last component of the STAR model is recognition, and it is critical that the members of the team recognize and acknowledge the value of their contributions. This may be accomplished by recognizing and appreciating their efforts as well as the contributions they have made to the team (Mullins and Dosser, 2017). The hotel is able to foster a productive and encouraging atmosphere at work for its team members, one in which they can sense that their contributions are recognized, and one in which they are driven to provide their utmost effort.
[image: ]

	Training Notes: By providing regular feedback, rewards and incentives, the hotel can motivate its team members to perform at their best.

	
Best Practice Industry Example
Satisfaction
The Ritz Carlton is known for excellent service and guest satisfaction (Rutherford, 2015). Employees are empowered to make choices to improve visitor experiences and taught to go above and beyond. 
Teamwork
The Four Seasons hotel emphasizes employee cooperation and teamwork. Employees are encouraged to collaborate to solve problems and give excellent service. 
Achievement
Hilton Hotels & Resorts emphasizes staff development. Employees may fulfill their professional objectives and help the hotel succeed via training and development (Cho et al., 2022). 
Recognition
IHG's extensive recognition program honours hard effort and perseverance. This program boosts staff enthusiasm and performance, improving customer satisfaction.
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	Training Notes: Reiterate the significance of meeting people, answering inquiries, and responding to requests in a prompt and polite way.

	Maintaining Brand Standards 
High-quality guest experiences and hotel reputation depend on brand standards. Housekeeping must meet cleanliness, linen quality, and supply management criteria.  Housekeeping brand criteria include room cleanliness (Leiter and Bakker, 2016). This involves cleaning surfaces, floors, and bathrooms, freshening bedding, and stocking amenities. Linen quality matters too. Clean, well-maintained, and stain-free linens are essential. Finally, brand standard depends on suppliers’ management. This includes supplying housekeeping personnel with cleaning materials and linens (Sharma et al., 2019). The cleaning crew can keep visitors happy and the hotel's image intact by following certain brand criteria. This will boost visitor satisfaction, repeat business, and word-of-mouth.
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	Training Notes: To maintain a consistent and professional hotel image, emphasize brand standards for look, conduct, and processes.

	
Maintaining Health and Safety Procedures 
It is crucial to provide customers the finest experience and keep staff safe. Housekeeping entails managing cleaning materials and chemicals and providing a safe work environment for the team (Domínguez and Pholphirul, 2020). It is also necessary to instruct the cleaning staff on Health and Safety protocols. These rules should include chemical storage, cleaning product usage, and safety. To prevent accidents, the workforce should be instructed on safe lifting and carrying and chemical handling PPE. 
It is also vital to periodically assess and monitor the work environment for Health and Safety compliance and opportunities for improvement (Secchi et al., 2020). Following these norms and practices keeps the cleaning workers safe and promotes the hotel brand's image.
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	Training Notes: Review and enforce health and safety protocols, including PPE, chemical handling, and emergency procedures.

	
Conclusion 
This presentation has featured a discussion of current visitor issues. It is unfortunate that the hotel has recently provided high-quality guest experiences as a team. Customers want clean and pleasant accommodations, and these must be given (Ferdinand and Kitchin, 2017). This presentation will provide a basic training program to maximize the performance of the housekeeping crew, satisfy brand standards, and adhere to health and safety rules. Integrating an employee engagement strategy into a best practice industry example increases visitor satisfaction and provides a foundation for the team.
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	Training Notes: Encourage continuous improvement and learning, including seeking feedback, taking advantage of training opportunities, and finding new and more efficient ways of working.	
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Satisfaction



Satisfaction is a vital component of the
STAR model, and it is imperative that the
crew is content with their job(Patil et al.,
2017). A pleased team member is more
likely to deliver superior service to our
visitors, which might result in an increase in
their satisfaction.










Satisfaction

Satisfaction is a vital component of the

STAR model, and it is imperative that the

crew is content with their job(Patil et al.,

2017). A pleased team member is more

likely to deliver superior service to our

visitors,which might result inan increasein

their satisfaction.


image5.emf



Teamwork 



Teamwork is a crucial component of the
STAR model, and it is critical that the
housekeeping crew be able to collaborate
well with one another. This includes
developing a culture of cooperation and
open communication among team members,
where they can support one another and
share ideas with one another (Chibili, 2017).
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Achievement
Achievement is yet another crucial
component of the STAR model, and it is
critical that the staff feels that they have
achieved something via the job that they
do. This may be accomplished by
establishing objectives that are within
reach and offering feedback on the
performance of the team on a regular
basis (Shengdong et al., 2022).
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The last component of the STAR model
is recognition, and it is critical that the
members of the team recognize and
acknowledge the value of their
contributions. This may be
accomplished by recognizing and
appreciating their efforts as well as the
contributions they have made to the
team (Mullins and Dosser, 2017).
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Best Practice Industry 
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Maintaining Brand 
Standards 
• High-quality guest experiences and hotel
reputation depend on brand standards.
Housekeeping must meet cleanliness, linen
quality, and supply management criteria.
Housekeeping brand criteria include room
cleanliness (Leiter and Bakker, 2016).



• This involves cleaning surfaces, floors, and
bathrooms, freshening bedding, and stocking
amenities. Linen quality matters too. Clean,
well-maintained, and stain-free linens are
essential.
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Maintaining Health and 
Safety Procedures 
• It is crucial to provide customers the finest
experience and keep staff safe.
Housekeeping entails managing cleaning
materials and chemicals and providing a
safe work environment for the team
(Domínguez and Pholphirul, 2020).



• It is also necessary to instruct the cleaning
staff on Health and Safety protocols. These
rules should include chemical storage,
cleaning product usage, and safety.
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Conclusion 
This presentation has featured a discussion
of current visitor issues. It is unfortunate that
the hotel has recently provided high-quality
guest experiences as a team. Customers
want clean and pleasant accommodations,
and these must be given (Ferdinand and
Kitchin, 2017).
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Introduction
This presentation will include noting
the recent visitor concerns. It is sad
that the hotel has been providing
high-quality guest experiences lately
as a team. The customers want clean
and pleasant rooms, and they must
be provided. This presentation will
offer a simple training program to
maximise the housekeeping team's
performance, meet brand
requirements, and follow health and
safety protocols. .
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