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Information based on (Indeed,2022)’ In the hospitality industry housekeepers are an important part for cleanliness and maintaining of public and private facilities, also excellent housekeeper has several skills including View for details as well as Creative skills to organize’, housekeeper skills are essential skills to be effective at their job. Housekeepers should have time management skills, attention to the details, communication skills, interpersonal skills, flexibility, customer service, and hard housekeeping skills. Time management skills are the important skills in housekeeping. The staff need to ensure they complete all the cleaning in their schedule, they should also be honest and punctual for cleaning appointments and finish cleaning within the time limit.
A good housekeeper will pay attention to everything in the room. They also should pay attention to cleaning everything in the room to make sure the room is presentable to the guest and organized, state on ,( Axelrod.Tieperman,2023) ’’ being organized is an essential skills for a housekeeper’’ Housekeeper also should take the responsibility of the guest room necessity such as anything broken or damage should be remove and inform to the management team. Guests always want their room to be organized and presentable therefore housekeeper always should make the room presentable Including bathroom, toiletry towels bins, tissues etc. According to, (Sawyers,2018)’ housekeeper can balance their heavy workload while planning and communicating with the other employees and projects’, Housekeepers Should always communicate with their coworkers and supervisors to ensure the expectation of cleaning is done properly. To meet the needs of the client or overlook everything housekeepers should communicate regularly. Therefore, communication is an important skill required in a housekeeping team. Housekeepers also showed have interpersonal skills because housekeeper sometime work directly with the clients. perform their job Perfectly interpersonal skills needed. The housekeeper also should have the basic skills to use the right product in the right place as well as knowledge about infection control, dealing with the bleach or any hard product. Housekeepers should have clear knowledge of how to use any cleaning product. According to, (Hotello,2023)’ customer service can also be described as a care provided to the guest before, during and, after their stay’, Housekeepers also should have customer service skills to be successful. Housekeeper work approved by the client, so insuring clients are satisfied with the housekeeper performance. Therefore, housekeepers should always pay extra attention when they organize guest rooms and clean them. The housekeeper also should have hard skills such as carpet cleaning, sweeping, deep cleaning, mapping, window treatment cleaning, vacuuming, dusting, bedroom and bathroom cleaning, infection control and polishing. 
I had opportunity as a (IHM) student, Work in a good reputation hotel for my placement. I had the opportunity to work with the housekeeping team. I am going to share one of my experiences when I was working in housekeeping. It was a busy weekday for the housekeeping team because the hotel was fully booked one of the housekeepers called sick, ten room guests has request to clean their room during the day while they will be out. So, the housekeeping team leader made a shift plan, because shortage of staff and the hotel was fully booked. There are so many checking in by 3:00 PM and all the rooms should be clean by 3:00 PM. I experienced how the whole team worked hard organized the time. The team leader also informed the housekeeping manager to arrange extra staff as soon as possible. The team leader and housekeeping manager also started to help us and reduce the time from each room to 5 minutes from that time limits usually have, to cover the other rooms in time. Everyone worked as a team. The manager also double checked all the rooms, to make sure nothing was left because it was a busy day so mistakes could be made easily from the situation, I have learnt a lot about time management, communication, teamwork, making plans, checking tasks, as well as making the staff happy. I have experienced a lot from the busy day in housekeeping. The housekeeping team organized the busy day task arrange staff helped each other end housekeeping manager also praised to the staff and arranges sweet treats for them. If I want to work in a hotel in future in a housekeeping department this experience will help me to understand or deal with a situation like this. On a busy day How important are time management skills, Information based on, (Kos,2020)’ work cannot be done without proper time management skills, Task to follow through with that select time management techniques’.
At the end of this conversation, I can say working in a housekeeping team is not easy. To be successful in the housekeeping sector staff need so much knowledge and experience about hotels and guests. Staff should also have knowledge about how to make a client happy and how to present a room for the guest. The staff also should have effective communication skills, organizational skills, and problem-solving skills. Housekeeping staff should also Need to have knowledge about the cleaning stuff and how to use them.
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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?


	Staff should have Vacuumed corner of the room.
	Staff had not notice the corner of the room.
	I will apologize to the guest first. Ask permission to give us a little bit of time i will clean. Inform to the housekeeping manager. Then talk to the housekeeping team. Inform to the hotel manager about the issues to be aware.
	I will make a task for myself to check every room after the housekeeping team clean
	Organize a meeting soon with the housekeeping team. Talk to them what has happened, and why the room was not clean, find the reason, and solution to prevent it in future.

	No towel in the bathroom.
	Staff forgot to replace the bathroom towels
	I will talk to the staff and especially those who have cleaned the room. I will also make a note to highlight these issues at the staff meeting.
	I will arrange a staff meeting soon where I will discuss with all the staff at the same time. So, all the staff will know what happened and how we can be careful in future.
	communicate with staff, build trust, ask them to rate their satisfaction of work as well as make them comfortable to work happily. If staff are comfortable, not
afraid and get praised for their work. I believe they will be more aware to avoid mistakes in future.




	
A dirty cup in the room.

	Housekeeping staff forgot to bring the dirty cup after the cleaning.
	I will bring the cup out of the room. 
	I will add on the room clean task sheet before they leave the room. They should check for any cups, mug or bottle.
	Talk to the staff to check the room properly before they leave.

	There was not enough toilet roll in the bathroom.


	Staff informed there was not enough toilet roll to put extra.

	I will arrange enough toilet roll and put in guest bathroom. And arrange emergency use COSHH cabinet.
	I will discuss with my manager and the hotel manager. I will arrange emergency toiletry. Which will be use in an emergency. Highlighted this issue in staff meeting. I will let all the staff know about this situation. In future staff are only allowed to use this toiletry in an emergency.
	Talk to the staff to prevent these issues in the future. Housekeeping staff have a responsibility to inform early about running out toiletry. So, we can order the toiletry stock in advance to avoid shortage.

	Bathroom sink was not clean enough.



	I cleaned the sink with special strong spray because there was a dirt mark which was not going easily.
	I will discuss it with the staff. If any mark is not going properly let me know or the housekeeping team leader. We have special strong spray to clean which is also safe to use.
	I will show the staff team where they can find those strong sprays in which cabinet. Also, the induction how much they should use.
	I will also discuss with the staff in future if they feel they need extra stuff to deep clean inform the manager or myself. We will arrange it for you.




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: Room number 305 guests complained a few days ago that on their arrival their room was dirty. Then I apologized to the guest and gave them a voucher of complimentary drinks.I have informed the hotel manager about the complaint. Arrange to clean the room as soon as possible and left a small sorry note from housekeeping team and complimentary chocolate for the guest in their room. according to, (HS Brands Global,2023)’Customer satisfaction is the key for successful organization’, Therefore our priority is the customer best experience.
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	Training Notes: Training Notes: Recent complain from the guest about their room, I have found only one toilet roll in their room. Communication is one of the powerful parts to build up trust and work as a team.state on, (Hotelogix,2014)’staff can build trust, confidence and quick solution by communication', there for to make your job easier stressless you should always communicate. If you think task are given to you and you are not able to finish it by the time frame or any other reason, please feel free to speak.
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	 Training note: Teamwork will make your job easy and stressless. and you will feel happy to work with your team more. information based on, (Middleeton,2022)’’ The teamwork is more important than ever for a better outcome team worth effective’’ therefore if you work with your team and any cleaning issues comes such as you need help, asked for help such as to get toiletry or towel for you etc.
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	Training Notes: Always pay attention when dealing with chemicals and follow the induction. According to, (UIB,2022)’handling chemicals rules to avoid users from having health problems or skin problems caused by undesirable events during handling time 'We need to be careful to save yourself and others.
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	Training Notes: This is a reminder for all the staff about the health and safety awareness at work when handling heavy stuff Please be careful. All the staff training about health and safety is up to date. According to, (Morris,2022)’Back injury most of the time caused by the heavy lifting', therefore if there is any concern for handling any object during your duty, please let us know.
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	 Training Notes:As a recent complaint about the room was dirty, few things were missing such as no towel, dirty cup was left. This kind of issues can be avoided, while we finish the room check the list to make sure everything is fine. Staff should plan how they will start cleaning a room and how they will organize and how they can be sure their job has done perfectly nothing has missing, according to, (McFarlin,2023)’planning is the effective way to complete your task and reach your goal’.
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	 Training Notes:According to a recent complaint when I checked the guest room there was only one toilet roll. When I talked to the staff about this issue, staff said there was not enough toilet roll in the Strock. In this case in future you should talk to the senior staff and manager .You also should informed to senior or manager if you notice we need to get more toiletry .We want our customer to experience the best service in our hotel, state on,(Gains,2023)’’if you want your customer to stay loyal, you have to invest in their experience’’.
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	Training Notes: According to information based on, (Buarque,2022)’with a proper time management can help you control cost, also keep your team happy and effective’, Rohan is staff of the week, and we have a small gift for him and sweet treat for the housekeeping team. Last week Rohan did a great work by managing a busy day as well as staff called sick and so many rooms clean was requested. Rohan made a quick plan for the shift and made time frame for the housekeeping team also checked all the room personally to avoid any complaints.
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	Training Notes: regarding recent room complaints staff should have contact with senior people that they need strong cleaning product to clean the bathroom sink. because the guest bathroom sink was very dirty and needed a strong cleaning product, stare on, (chemical safety, 2023)’’ the SLP regulation aims to provide a logical and comprehensive approach of defining physical health and environmental hazards of chemicals’’ all our chemicals product is safe to use and followed by the rules and regulation. staff can use them anytime only some of the strong product we use on request. therefore, Staffs are feel free to ask for strong product for cleaning. 
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	Training Notes:
Training Notes: According to, (E hotelier, 2021)’happy employee can make other people happy, comfortable and worm', This is very important for any workplace that they are happy to work and love their job. Staff should feel free to talk about any kind of idea, solution, plans etc. We will be happy to hear from the housekeeping team if they find and best idea for the housekeeping team or any other department. Please talk to us also with any other issues or comments as a staff want to share.
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Feel free to talk to your senior or management
team for any advice ,how we can improve ,what
should do and what should not do .

+ We will be happy to hear you.
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Guest complained
recently their room
was Dirty.

When | went to check the room, | have found
few things which was not done properly.

+ Floor was not vacuum properly.

« Dirty cup was still in the room.

« There was no towel in the bathroom.
« Only one toilet roll.

« Bathroom sink was dirty.
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Health and safety rules
to use chemical
product

Follow the instruction.

Be aware.

Be confident.

Always ask if not sure.

Checks before you begin to use
any chemical.

szozra0
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Teamwork and
communication at
work

Itis a very important part of
work.

For effective
work communication is must.

Al the staff should work as a
team at workplace to help each
other.

ezozrae
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Inform to the management team o WARNING
to as soon as you notice of any
toiletry or COSHH in to order in
advance.

+ We should always have COSHH and toiletry in
the emergency use cabinets to avoid shortage
in any circumstance.

+ When you use them from emergency cabinets
please let the manager knows.

« If you also required anything added to the
COSHH Cabinets you should feel free talk to
the manager or any senior housekeeping staff .

HAZARDOUS
SUBSTANCES

COSHH
THESE PREMISES

+ Always read the induction when you deal with
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Check the room clean sheet after clean the
room, To avoid any task missing.

This is very important for housekeeper benefit to avoid any thing missing from
task or checks.

« Always check the task sheet before you leave the room and fill the task sheet at
the same time.

It is also important to look around in the room there might be some different
issues or task which might not on the task sheet.

+ You also have responsibility to check the room and make sure room is organize
and well presentable to the guest.
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If you feel you
in under
pressure.

>Talk to your team leader

>Talk to your colleague
>Inform to the manager

>Ask for help.
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What employee should do if any issues at
workplace

If you find any kind of issues at workplace let the management team knows.
Record and reports.

Take action

Any incident happen please fill the incident form.

Let management knows.




image6.png
Staff health and safety awareness at
work ,handling heavy staff.

Staff has responsibilities to be aware, when
handling heavy staff such as vacuum or big
laundry begs etc.

Inform management if you have health issues
Jyou are not able to do certain job or you
recently developed a health issues which will
affect your work.
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Staff of the week Rohan for his excellent
teamwork last week.

Rohan handle last week a situation where one of the member called sick .Also hotel was fully
booked and there was so many room clean request from guest. Rohan handle the situation by
organize everything as there was no team leader on duty. Rohan is the most senior in
housekeeping team. Rohan made plan for the day who is working where and which room.
Arrange a staff to come as soon as possible.

We all can learn from Rohan

Time management.

Teamwork

Organize the shift smoothly during busy day.
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