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Key Skills for the Housekeeping Team at a Hotel

To make sure that hotel guests have a clean and comfy place to stay, a housekeeping team member needs a special set of skills. As part of a student's diary, this entry will look at the most important skills needed to do well on a hotel housekeeping team and reflect on the learning process.

1. Pay Attention to Details: Paying attention to details is one of the most important skills in cleaning. It means cleaning and organising places very well, paying attention to every detail. Attention to detail is important for keeping things clean, whether it's making beds carefully or making sure every surface is spotless.
 I've had to go through a big learning curve to get better at paying attention to details. At first, it was hard for me to pay attention to every little thing, but as time went on and I worked on it, I got better at it.

Time management: It's important to know how to use your time well in cleaning because you have to clean many rooms in a certain amount of time. Housekeepers have to decide what jobs are most important, divide their time between them, and get them done quickly. Good time management skills help keep people working and make sure that all rooms are cleaned well.
 At first, it was hard for me to organise my time because I was often too busy with work. But I've learned to make a schedule, set goals that are realistic, and organise chores in a way that works. This has helped me become more efficient and always meet goals.

3. Communication skills: A hotel cleaning team needs to be able to talk to each other well. Housekeepers need to work with their team members, bosses, and other hotel employees to make sure everything runs smoothly. Clear and concise communication makes it easier to give specific directions, deal with problems, and keep a good mood at work.
 My journey to improve my speaking skills is still going on. I have worked hard on being clear when I talk, on listening to others, and on giving constructive comments. This has not only made my relationships with my coworkers better, but it has also made teamwork and partnership better.

4. Physical Strength: Doing housework can be hard on your body and require strength and endurance. Housekeepers spend a lot of time on their feet, lifting heavy things, and doing jobs over and over again. To handle the physical demands of the job and keep doing it well, you need to be fit and have a lot of energy.
 At first, I had a hard time with the physical part of the job. But I have focused on living a healthy life, which includes daily exercise and enough rest, so that I can get stronger. Over time, I've become much more able to handle the duties of my job and have a lot more endurance.

5. Problem-solving skills: Housekeepers often face problems they didn't expect, like messes, stains, or broken equipment. To deal with these problems and find good answers, you need to have good problem-solving skills. Being creative and flexible helps housekeepers deal with problems and keep a high level of cleaning.
 Developing problem-solving skills has been an enlightening journey for me. I've learned to approach problems calmly and logically, looking for creative solutions and making good use of the tools I have. This skill has not only helped me get past problems, but it has also given me more confidence in how to deal with different scenarios.

To keep a hotel clean and make sure that guests are happy, a cleaning team needs to have a wide range of skills. For success in this area, you need to be able to pay attention to details, manage your time well, communicate well, be physically fit, and be able to solve problems. I have made a lot of progress in these areas through consistent practise and self-reflection. This has helped me become a more efficient and valuable part of the housekeeping team.
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Component Two:
Contribution to Overall Module Assessment: 25%
[bookmark: _Hlk137464640]In this scenario – You have just been promoted to team leader for a floor within the hotel. A guest complains that on their arrival, their room had not been properly cleaned. Create an action plan and answer the following questions.


	[bookmark: _Hlk137464667][bookmark: _Hlk137464747]Problem
	[bookmark: _Hlk137464714]Why did it happen?

	[bookmark: _Hlk137464729]What are you going to do?
	How will you prevent this from happening in the future? 

	[bookmark: _Hlk137464765]What measures would you introduce to improve team effectiveness?


	
The guest complained that upon their arrival, their room had not been properly cleaned.

	It's possible that the room wasn't cleaned thoroughly for a number of different reasons. It is possible that a person made the mistake, or that there was a breakdown in communication between the cleaning staff and the prior shift. Inadequate training or a failure to pay sufficient attention to detail are two other possible causes of this issue.
	Apologize to the visitor: Send the guest your heartfelt apologies for any inconvenience the dirty room has caused. Assure them that you are paying attention to their worries.
 Visit the guest's room to personally inspect it in order to determine its current state of cleanliness and to spot any urgent problems that require attention. This will enable me to assess the severity of the issue and take the necessary action.
Correct the problem: Assign a cleaning staff member right away to give the room a thorough cleaning, making sure that all jobs are carried out to the hotel's specifications. If more help or materials are required, give them to speed up the cleaning process.
Talk to the guest: After the room has been cleaned, let the visitor know about the corrective measures performed and ask them whether they are happy with the results. If not, provide more assistance or different approaches to resolve their issues.
	Review and improve the training procedures: Review the training programme for the cleaning crew in detail. Determine if there are any training gaps in cleaning techniques, meticulousness, or communication methods. To cover these topics, hold additional training or review sessions.
Use inspection techniques and checklists: Create thorough checklists that detail the precise duties to be carried out during room cleaning. Place a strong emphasis on the value of thoroughness and attention to detail. Introduce routine inspections as well to confirm adherence to standards for cleanliness.
Strengthen communication lines between cleaning employees and the front desk to guarantee that updates on room status are appropriately communicated. Implement a standardised procedure for reporting any problems or inconsistencies with the cleanliness of the rooms.
 Encourage staff members to embrace their roles and hold them responsible for upholding cleanliness standards in order to foster an environment of accountability. Employees who consistently produce high-quality results should be recognised and rewarded.
	Team training and development: Hold frequent training sessions and workshops to broaden the team members' skill sets and expertise. This might cover subjects like effective communication, problem-solving, and customer service.

 tasks and obligations that are obvious: To prevent confusion and guarantee efficient operation, clearly define each team member's tasks and responsibilities. Expectations should be made clear, and you should give them the tools they need to do their jobs well.
 periodic performance reviews To evaluate the performance of both individuals and teams, conduct regular performance evaluations. Give frank criticism and point out areas that want improvement. Recognise and praise exceptional work to inspire the group.

 Encourage a positive workplace culture: Encourage team members to work together, communicate openly, and cooperate. Establish a welcoming and inclusive work environment where everyone feels appreciated and inspired to give their best effort.




Component Three:
Contribution to Overall Module Assessment: 50%
[bookmark: _Hlk137467325][bookmark: _Hlk137471137]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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Good morning, everyone! As the Floor
Housekeeping Manager, it is
imperative that we provide the best
possible client experience while
adhering to all health and safety
procedures. Today, | will present a
training session designed to help us
better our performance, address recent
guest complaints, and foster an
excellence-driven culture. Let's dive in
and investigate key areas that will aid
us in achieving these objectives.
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Understanding Guest Expectations °

« In order to provide
exceptional service, it is
necessary to comprehend
guest expectations.

« Empathy, vigilance, and
proactive communication
are indispensable. Let's
concentrate on fostering
positive interactions with
guests, anticipating their
requirements, and
exceeding their expectations
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Consistent Brand Standards

« Maintaining consistent brand
standards is crucial for
ensuring customer
satisfaction.

+ Our guests select us because
of our reputation, so let's
ensure that each room reflects
our brand image.

« To provide a consistent
experience, we will review
brand guidelines, including
room layout, linen
presentation, and amenities.
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Efficient Room
Cleaning Procedures

Efficiency is essential for
maintaining a high level of
productivity.

Let's streamline our cleaning
processes by prioritising duties,
organising our equipment, and,
whenever possible, working in
teams.

Effective time management and
communication will help us
achieve maximum productivity.
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Effective Communication 0

* |t is essential for team
members to communicate
clearly and efficiently.

* Let's establish channels of
communication, such as
protocols or electronic
systems, to monitor room
status, report problems, and
request assistance.

* Consistent communication
facilitates a more efficient
workflow and reduces errors.
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                                                                                                                                                                                                                                            Effective Communication • It is essential for team members to communicate clearly and efficiently. • Let's establish channels of communication, such as protocols or electronic systems, to monitor room status, report problems, and request assistance. • Consistent communication facilitates a more efficient workflow and reduces errors.   
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Health and Safety .
Procedures

« Safety is non-negotiable.

+ To safeguard our team
members and our guests, we
must strictly adhere to health
and safety procedures.

+ We will discuss handling
hazardous materials
guidelines, ergonomics, the
correct use of personal
protective equipment, and
emergency procedures.
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Preventive
Maintenance

* Maintaining guest satisfaction
requires us to be proactive in
addressing maintenance issues.

* We will emphasize the importance of
reporting and resolving maintenance
problems promptly, ensuring that
guest comfort and safety are never
compromised.
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                                                                                                                                                                                                                                            Preventive Maintenance • Maintaining guest satisfaction requires us to be proactive in addressing maintenance issues. • We will emphasize the importance of reporting and resolving maintenance problems promptly, ensuring that guest comfort and safety are never compromised.   
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Time
Management

« Effective time management
is necessary for a
successful operation.

+ Let's discuss strategies for
task prioritisation, effective
burden management, and
achieving a balance
between speed and quality.

« Effective time
management enables us to
maintain a constant service
level throughout the day.
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Teamwork and
Collaboration

» A strong sense of cooperation
and collaboration aids in the
accomplishment of our objectives.

* Let's cultivate an environment
where everyone feels valued,
encourages one another, and
strives for excellence as a team.

* We will investigate effective
collaboration strategies, including
task delegation, crosstraining,
and mutual support.
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                                                                                                                                                                                                                                          Teamwork and Collaboration • A strong sense of cooperation and collaboration aids in the accomplishment of our objectives. • Let's cultivate an environment where everyone feels valued, encourages one another, and strives for excellence as a team. • We will investigate effective collaboration strategies, including task delegation, cross - training, and mutual support.   
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Feedback and
Continuous
Improvement

+ Feedback is essential for our
development.

« We will conduct regular
performance reviews and
promote open communication.

« By continuously endeavouring
to enhance our abilities and
procedures, we will maintain a
high level of service quality.

2
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BEGINNING.

PROGRESS.

SUCCESS.

v
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By implementing the concepts
covered in this training, we will
significantly improve our
housekeeping services.

Let's prioritise delivering
exceptional guest experiences,
adhering to brand standards,
and health and safety.

Remember that our collective
efforts will have a substantial
impact on customer satisfaction
and the overall success of our
business.

Thank you for your
commitment, and | look forward
to achieving excellence with
you!
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