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Topic: Key Skills Required When Working in the Housekeeping Team
Introduction
The housekeeping team is responsible for cleaning and maintaining the guest rooms and public areas of a hotel. They play a vital role in providing a clean and comfortable environment for guests, and their work can have a significant impact on the overall guest experience  (Abu-Hussein, 2018).
Key Skills
There are a number of key skills that are required for working in the housekeeping team. These include:
· Attention to detail: Housekeepers must be able to pay close attention to detail in order to ensure that rooms are clean and tidy. They must be able to spot any areas that need attention, and they must be able to clean these areas thoroughly (World Travel & Tourism Council, 2021).
· Time management: Housekeepers must be able to manage their time effectively in order to complete their work within the allotted time. They must be able to prioritize their tasks, and they must be able to work efficiently.
· Physical fitness: Housekeeping can be a physically demanding job. Housekeepers must be able to stand for long periods of time, and they must be able to lift and carry heavy objects (Ritchie & Echtner, 2003).
· Customer service skills: Housekeepers must be able to interact with guests in a friendly and professional manner. They must be able to answer guests' questions, and they must be able to resolve any problems that guests may have.
· Teamwork skills: Housekeepers must be able to work as part of a team. They must be able to communicate effectively with their colleagues, and they must be able to work together to get the job done National Careers Service (2023).
Personal Reflections
I have learned a lot about the key skills required when working in the housekeeping team. I have learned that it is important to be detail-oriented, time-managed, physically fit, and have customer service and teamwork skills. I believe that I have these skills, and I am confident that I will be able to apply them in my future career in the hospitality industry.
Industry Examples
There are many examples of hotels that have implemented successful housekeeping programs. For example, the Ritz-Carlton Hotel Company has a "Housekeeping Promise" that guarantees that all guest rooms will be cleaned to a high standard (Indeed, 2023). The company has also implemented a number of programs to improve the efficiency of its housekeeping team, such as using RFID technology to track the location of cleaning supplies.
Where Applicable Experience
I have some experience working in the housekeeping team at a local hotel. I learned a lot about the importance of cleanliness and customer service during my time there. I also learned how to work as part of a team and how to manage my time effectively.
Application of Theoretical Knowledge
I will be able to apply the theoretical knowledge that I have learned in my housekeeping classes to my future career in the hospitality industry. For example, I have learned about the importance of using cleaning products that are safe for guests and the environment. I have also learned about the importance of disinfecting surfaces to prevent the spread of germs.
Importance of the Topic in the Hospitality Industry
The housekeeping team plays a vital role in the hospitality industry. They are responsible for creating a clean and comfortable environment for guests, which can have a significant impact on the overall guest experience. A well-trained and motivated housekeeping team can help to improve a hotel's reputation and attract repeat business (Indeed, 2023)..
Conclusion
The key skills required when working in the housekeeping team are attention to detail, time management, physical fitness, customer service skills, and teamwork skills. I have learned a lot about these skills in my housekeeping classes, and I am confident that I will be able to apply them in my future career in the hospitality industry.
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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?

	Guest complains that on their arrival, their room wasn't cleaned
	Miscommunication between housekeeping and front desk staff
	Apologize to the guest and offer a properly cleaned room
	Implement digital communication platform and regular meetings for better coordination
	Enhance training, introduce quality control checks, and recognition program

	
	Insufficient training on cleanliness standards and procedures
	Conduct additional training sessions for housekeeping staff
	Review and update SOPs, provide detailed checklists for cleaning, and implement double-check system
	Foster a culture of collaboration, offer opportunities for professional development

	
	Time constraints and workload
	Evaluate staffing levels and workload distribution
	Conduct regular inspections and guest feedback surveys for quality control
	Cross-train staff in different areas for increased versatility

	
	Equipment failure
	Establish maintenance protocols and regular equipment checks
	Implement preventive maintenance schedules for equipment
	Provide incentives for employee motivation and team-building activities




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.

	






	Training Notes: SLIDE 1 Introduction

	
Learning outcomes: By the end of this training, employees should be able to recognize the importance of brand standards, identify best practices in the industry, and understand the significance of Health and Safety procedures.
Assessment: A short quiz at the end of the training to test understanding of the key concepts covered.





	Training Notes: SLIDE 2

	
Learning outcomes: Employees should understand the importance of brand standards in delivering exceptional guest experiences and maintaining a positive reputation for the hotel.
Assessment: Q&A session to gauge understanding of the link between brand standards and guest satisfaction.




	Training Notes: SLIDE 3: Linking Employee Engagement Model to Best Practice Industry Example

	
Learning outcomes: Employees should be able to recognize the components of an effective employee engagement model and understand how it can be linked to a best practice industry example.
Assessment: Group activity where employees discuss and provide examples of how the employee engagement model can be applied in their housekeeping roles.





	Training Notes: Slide 4  Best Practice Industry Example - The Walt Disney Company

	
Learning outcomes: Employees should be familiar with The Walt Disney Company's Employee Success Pyramid and understand how it aligns employees with brand standards.
Assessment: Case study analysis where employees evaluate the effectiveness of The Walt Disney Company's employee engagement model in a given scenario.





	Training Notes: Slide 5: Health and Safety Procedures

	



	
Learning outcomes: Employees should understand the significance of Health and Safety procedures and be aware of the specific practices relevant to their housekeeping responsibilities.
Assessment: True or False quiz to test knowledge of Health and Safety procedures.





	Training Notes: Slide 6 Best Practices in Health and Safety

	Learning outcomes: Employees should be able to identify best practices in Health and Safety and understand the advantages of implementing them.
Assessment: Case study analysis where employees evaluate the effectiveness of a specific Health and Safety practice in a given scenario.







	Training Notes: CONCLUSION

	Learning outcomes: Employees should have a comprehensive understanding of the importance of brand standards, be familiar with an employee engagement model linked to a best practice industry example, and recognize the significance of Health and Safety procedures.
Assessment: Final quiz to assess overall understanding of the training content and its application to their housekeeping roles.
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INTRODUCTION
As the floor housekeeping manager, it is 
crucial to address recent guest complaints 
and ensure that our team is performing at 
their best. This training presentation aims to 
provide essential guidance to our colleagues 
within the housekeeping team to achieve 
brand standard excellence and prioritize 
Health and Safety procedures. By 
emphasizing the importance of brand 
standards and implementing best practices, 
we can enhance our guests' experience, 
maintain a positive reputation, and create a 
safe working environment.
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Importance of Brand 
Standards:
Brand standards play a vital role in 
creating a positive guest experience. They 
serve as guidelines that define our hotel's 
expectations and values, ensuring 
consistent quality across all guest 
interactions (Okumus & Hemmington, C. 
,2007).  Adhering to brand standards not 
only leads to guest satisfaction but also 
fosters loyalty and contributes to our 
overall reputation. By delivering 
exceptional service and upholding brand 
standards, we can establish ourselves as a 
preferred choice for our guests.
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Linking 
Employee 
Engagement 
Model to 
Best Practice 
Industry 
Example:



• One effective employee engagement model 
that aligns employees with brand standards 
is the "Employee Success Pyramid" 
developed by The Walt Disney Company. 
This model provides a framework for 
employee engagement, emphasizing the 
importance of communication, training, 
recognition, and empowerment (Chen & 
Wu, 2012).
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Best Practice Industry Example -



The Walt Disney Company: The Walt Disney Company is renowned for its exceptional guest experiences and commitment to brand 
standards. Their Employee Success Pyramid demonstrates how engaged employees contribute to delivering exceptional service 
(Disney Institute, 2018). The pyramid consists of four key elements:



Communication: Clear and consistent communication channels ensure that employees are informed about brand standards, goals, 
and expectations. Regular team meetings, newsletters, and open-door policies foster effective communication.



Training and Development: Investing in comprehensive training programs equips employees with the necessary skills and knowledge 
to deliver exceptional service. Ongoing training ensures that employees stay updated on brand standards and are empowered to 
exceed guest expectations.



Recognition and Rewards: Recognizing and rewarding employees for their exceptional performance and commitment to brand 
standards reinforces positive behavior. Incentives, employee recognition programs, and performance-based rewards create a culture 
of appreciation and motivate employees to excel.



Empowerment: Empowering employees to make decisions and take ownership of their work enhances their sense of responsibility 
and accountability. Providing autonomy within defined guidelines allows employees to actively contribute to delivering exceptional 
service and upholding brand standards.
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Health and Safety Procedures:



Ensuring Health and Safety procedures are followed is paramount in 
maintaining a safe work environment for our team and guests. By 
complying with relevant legislation and regulations, we prioritize the 
well-being of everyone involved. Key Health and Safety procedures 
specific to housekeeping tasks include the proper use of Personal 
Protective Equipment (PPE), safe handling and storage of cleaning 
chemicals, and practicing ergonomic techniques to prevent injuries. 
Following these procedures mitigates risks and safeguards the health 
and safety of both employees and guests.
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Best Practices in 
Health and Safety:



Implementing best practices in Health and 
Safety not only protects employees but also 
prevents accidents and promotes productivity. 
Some industry examples of best practices 
include regular safety training to keep 
employees updated on protocols, encouraging 
near miss reporting to address potential 
hazards proactively, and conducting safety 
inspections to identify and mitigate risks. By 
embracing these practices, we create a culture 
of safety, reduce incidents, and foster a positive 
working environment.
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CONCLUSION



In conclusion, linking an employee engagement 
model, such as The Walt Disney Company's Employee 
Success Pyramid, to our housekeeping operations 
provides a framework for employee alignment with 
brand standards. By emphasizing communication, 
training, recognition, and empowerment, we can 
create a motivated and engaged team committed to 
delivering exceptional service.
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