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Introduction 
The hotel's housekeeping team is vital and acts as the cornerstone, playing a crucial role in guaranteeing visitor satisfaction (Yilmaz, 2017). The housekeeping team contributes substantially to maintaining high levels of visitor satisfaction by working diligently to keep guest rooms clean and comfortable and by swiftly and expertly handling special requests. In this task, I will go into further detail about the key skills that the housekeeping team needs to have, as well as explore how to put theoretical knowledge to work in the real world using my own experiences and examples from the business world.
Key skills 
Organisational skills: The housekeeping team must manage various responsibilities and assignments while keeping their belongings and furnishings organised. Thus, they must have strong organisational skills (Ashley et al., 2021). In order to guarantee top performance and achieve great outcomes, effective organisational skill is essential. To ensure that the right materials are present in a hotel environment, careful inspection by the housekeeping team is required.
Time management skill: Within the housekeeping team, efficient time management is seen as a crucial skill. It's important to have the capacity to manage many jobs at once (Hurrell, 2016). Depending on the position, there could be a need to clean a variety of rooms and spaces in a given amount of time. Proficient housekeeper makes the most of their shift by working efficiently. It becomes usual to have a proactive planning practice before each workday. It's helpful to list the main chores that need to get done during the work shift and follow the schedules. 
Technical skills: Housekeeping team members in the hotel industry must be skilled in utilising these technological improvements to achieve their professional obligations, given the growing reliance on digital platforms to complete work-related duties (Ashurst, 2020). Proficiency necessitates developing an in-depth comprehension of sophisticated computer systems and software programmes to provide flawless hotel cleaning services and effective service delivery.
Personal reflection 
At the age of 19, I was given a wonderful chance to join a housekeeping team during my teens. This venture revealed to be illuminating and gave me priceless insight. I frequently felt overburdened with commitments and tasks as a contributing member of the team. It soon became clear that good time management skills were crucial for completing all obligations on time and efficiently. It took careful planning and excellent organisational abilities to manage several tasks, such as room cleaning, replenishing supplies, and attending to visitor needs. I quickly realised that setting priorities for jobs based on their urgency and relevance was the key to continuing to be productive and achieving deadlines. Developing the ability to create an organised timetable and give enough time for each work became crucial, with a constant focus on avoiding distractions.
 This life-changing meeting gave me a strong understanding of time management's crucial role in housekeeping. In addition to ensuring smooth operations, it guarantees visitor happiness by promptly delivering immaculately clean and perfectly organised lodgings. As a result, this interesting experience has instilled in me a persistent dedication to engaging in excellent time management beyond hospitality and affecting all parts of my personal and professional lives.
Application of theoretical knowledge whilst working in the industry 
A strong foundation in theoretical knowledge substantially improves the application of practical competencies in the field of housekeeping. Housekeeping staff members must have extensive knowledge of etiquette and exhibit good manners, professionalism, and attention to detail (Kumar et al., 2021). This theoretical knowledge enables me to interact with visitors politely and professionally while successfully addressing their wants and concerns. Understanding the fundamentals of appropriate etiquette helps me create a welcoming environment that leaves a lasting impression on my distinguished visitors. Theoretical knowledge additionally functions as an orientation, establishing an anticipatory and dedicated attitude to my responsibilities and encouraging increased output and effectiveness.
Industry examples 
The housekeeping team's interactions with visitors exemplify how theoretical knowledge may be put into practice. The housekeeping staff's ability to provide outstanding client service has been attainable by their proficiency in etiquette, excellent manners, courtesy, and attentiveness. For instance, if a guest asks for more towels or toiletries, a housekeeping staff member who is theoretically knowledgeable in the practice of polite communication will answer immediately and with the utmost civility. By using these abilities, the housekeeping crew gives visitors a good and tailored experience, which increases customer satisfaction and might result in favourable ratings and return business.

Discuss why this topic is important in the hospitality industry. 
The housekeeping staff frequently starts the first conversation with visitors when they check in at a hotel (Lin et al., 2017). A housekeeping staff member will undoubtedly come into contact with visitors early on in their stay, whether they ask for additional services or drop off their possessions at the concierge desk. This first interaction is extremely important and emphasises the need for all housekeeping team members to continually show professionalism and civility (Dimitrios et al., 2020). The initial impression visitors get of the hotel is crucial, emphasising the need to uphold a good standard of behaviour throughout their interactions with the housekeeping staff.
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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 their room had not been properly cleaned on their arrival. 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?


	
Unclean room

	Dropped my mistake during cleaning. 
	Potential errors or time restraints
	Send a cleaner to the room right away to provide a thorough cleaning.
	Give additional instruction on time management and room cleaning techniques to enhance thoroughness and effectiveness.

	
Broken glasses of the customer

	unintentional handling errors when cleaning
	Replace the glasses and apologise to the visitor.

	Implement appropriate handling methods and give instruction on handling delicate items

	Encourage the team to communicate openly so that any events may be reported and learned from.

	

Missing customer pocket
	Possibility of error or missing item

	Search the room carefully, then speak to the visitor to let them know and get the pocket.

	Use a checklist to inspect and ensure all guests' stuff is present.


	To avoid misplacing stuff, better organise cleaning supplies and equipment and mark everything.

	
Unwashed washroom

	Most likely, the staff was not attentive. 

	Send a housekeeper to clean the bathroom right away.
	Establish a routine for daily lavatory inspections and cleanings.
	Encourage cooperation and help from team members to ensure that all tasks are performed successfully by fostering an environment of teamwork and support.

	
Old bedsheet	 
	Mistakenly happened by the housekeeping staff.	
	Immediately replace the bedsheet with a clean one	
	Implement regular inspection of bedding to identify worn-out items and replace them proactively.	
	Establish clear standards and expectations for bedsheet replacement and assign responsibility to specific team members





Component Three:
Contribution to Overall Module Assessment: 50%
Your task is creating and preparing a presentation following the detailed scenario 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: Housekeeping within a professional setting extends beyond mere surface-level cleaning or routine maintenance (Gills, 2017). Implementing effective housekeeping practices in the workplace is crucial for establishing a secure and hazard-free work environment, significantly reducing the occurrence of injuries and prioritising employee safety. Additionally, a neat and well-organised office makes a good first impression on visitors. Every workplace safety programme must focus on housekeeping, with active employee involvement and management that is persistent in their commitment.
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	Training Notes: In the hospitality world, adhering to brand standards is paramount. In order to develop and maintain a positive brand image, foster consumer loyalty, and accelerate overall success, it is essential to consistently adhere to and exceed these criteria (Sharma et al., 2021).
 Aesthetic appearance, methods of communication, standards of service to visitors, quality, and operational procedures are just a few of the many facets that make up brand standards. Following these guidelines enables companies to create a unified and recognisable brand identity that resonates with consumers, ultimately boosting trust and confidence. Following brand guidelines also ensures consistency across all points of contact, whether they are physical locations, digital platforms, or client interactions. This consistency fosters a perception of reliability, professionalism, and quality in clients' eyes, fostering durable connections and encouraging repeat business (Brazil et al., 2023).
 Additionally, brand standards provide a clear framework for creating excellent goods and services, acting as a compass for staff members. They are a benchmark for maintaining high standards, painstaking attention to detail, and a client-centred mindset across the organisation (Yosuf et al., 2021). A company's commitment to quality and professionalism is demonstrated when it constantly upholds brand standards. It distinguishes itself from rivals, creates a benchmark for industry best practices, and cultivates a reputation for providing clients with outstanding value. Meeting brand standards is essential for developing a strong brand identity, maintaining consumer loyalty, and ultimately assuring the company's long-term success.
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	Training Notes: The hotel and its reputation could be damaged significantly if the housekeeping service doesn't uphold brand standards. Visitors may experience unclean rooms, poor service, and improper maintenance, all of which eventually cause disappointment and unfavourable feedback. As a result, the brand image deteriorates, client retention declines, and guest satisfaction drops. Additionally, not upholding brand standards can lead to operational mistakes, which can cause pauses, an increase in negative feedback from clients, and an increase in the team's burden. This failure to live up to brand standards undermines a company's success and capacity to compete in the market.
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	Training Notes: It's crucial to remain composed and pay close attention while speaking with complaining customers (Putri, 2015). It is critical to maintain composure and allow them uninterrupted time to completely convey their worries. In these circumstances, it is essential to exhibit empathy and understanding.
 The kind of guest you are speaking to should also be considered. The expectations and tastes of various visitors differ (Tuzon, 2016). You may adjust your reaction and solution according to the type of person they are, such as a family, couple, or business traveller. This individualised approach increases the likelihood that their problem will be properly resolved.
Finding the true cause of customer complaints is crucial in order to resolve them successfully. This entails taking the time to look into and comprehend the underlying reason for their worries. It could have to do with facilities, cleanliness, or any other element of their stay. We can create appropriate remedies if we fully understand the cause of the issue.
 It is essential to cooperate to come up with a workable remedy when the root problem has been determined. This might entail offering another accommodation, giving a discount or compensation, or swiftly fixing the problem. Confirming that the suggested solution complies with our hotel's rules and brand guidelines is crucial.
Following the implementation of the solution, it is crucial to check in with the visitor to ensure they are satisfied with the resolution. This action indicates our dedication to providing for our visitors and guarantees that their entire experience will be satisfying (	Mathur et al., 2015). Simply contacting them to see how they demonstrate that we respect their comments and work to resolve their issues. When it comes to visitor complaints, a prompt reaction is essential. It is important to respond to any concerns as soon as possible because time is important. Even if it is only a simple acknowledgement, it shows that we respect their comments and work hard to resolve their issues. We demonstrate our commitment to visitor pleasure and deliver great service by swiftly responding to their inquiries.
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	Finding the true cause of customer complaints is crucial in order to resolve them successfully. This entails taking the time to look into and comprehend the underlying reason for their worries. It could have to do with facilities, cleanliness, or any other element of their stay. We can create appropriate remedies if we fully understand the cause of the issue.
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	Training Notes: Following the implementation of the solution, it is crucial to check in with the visitor to ensure they are satisfied with the resolution. This action indicates our dedication to providing for our visitors and guarantees that their entire experience will be satisfying (Mathur et al., 2015). Simply contacting them to see how they are demonstrates that we respect their comments and work to resolve their issues. When it comes to visitor complaints, a prompt reaction is essential. It is important to respond to any concerns as soon as possible because time is important. Even if it is only a simple acknowledgement, it shows that we respect their comments and work hard to resolve their issues. We demonstrate our commitment to visitor pleasure and deliver great service by swiftly responding to their inquiries.
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	Training Notes: Each team member must comprehend the importance of maintaining good personal hygiene habits. Handwashing with soap and water thoroughly and frequently is an essential hygiene habit that reduces the spread of germs and diseases. To properly stop the spread of germs to others, cover our lips and nostrils with tissues or our elbows when we sneeze or cough. This straightforward but essential action greatly lowers the likelihood of infection spreading to individuals nearby. Additionally, using hand sanitisers adds another level of security, particularly when access to soap and water is restricted. All team members should be encouraged to carry hand sanitisers and use them frequently to encourage a proactive approach to cleanliness.
Read product labels, follow dilution recommendations, use protective clothing, ensure adequate ventilation, and report spills or incidents as soon as they occur to ensure that cleaning chemicals are handled properly.
Working with different cleaning chemicals requires a full awareness of safe handling and storage procedures. Each team member must know how to use, dilute, and store these drugs. Reading product labels attentively is essential to ensuring safety as they provide detailed instructions and safety considerations for each cleaning ingredient. Following the advised dilution ratios and putting on the proper safety gear, such as gloves and goggles, is always important.
When utilising chemicals in confined places, proper ventilation is essential. It is important to ensure enough ventilation to avoid the buildup of fumes or dangerous materials. It is critical to notify the occurrence as soon as possible in the case of a spill or other accident involving the handling of chemicals.
Maintaining appropriate cable handling, performing routine maintenance and inspections, avoiding trip hazards, and correctly operating cleaning equipment will all help ensure equipment safety.
Our housekeeping team employs various tools, such as vacuuming cleaners, floor polishers and pressure washers. We must have a solid grasp of these technologies' appropriate use and secure functioning.
 Handling cables sensibly to avoid trip risks is crucial to equipment safety. It is essential to safely tie cords and ensure they don't block or hinder any paths.
 Our equipment must undergo routine maintenance and rigorous inspections to spot any dangers or faults. If any abnormalities or problems are noticed, they must be immediately reported to the proper individuals for investigation and remediation.
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	Training Notes: Hotels can improve guest happiness and loyalty by adhering to brand standards. Compliance with health and safety regulations ensures a safe environment for everyone. Upholding brand rules creates a consistent and memorable experience for guests. Protecting the hotel's reputation and image is crucial for long-term success.
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	Training Notes: In conclusion, upholding high standards of cleanliness, prioritising safety precautions, and encouraging good communication among the housekeeping crew are essential components for success in the hospitality industry. Hotels may improve guest happiness, protect their reputation, and provide a safe and welcoming environment for guests and workers by adhering to brand rules, following health and safety regulations, and emphasising meticulousness. Additionally, ongoing training, safe equipment usage, and routine maintenance all enhance the housekeeping department's overall effectiveness and productivity. Hotels may aim for excellence in their housekeeping operations and provide their visitors with unique experiences by being aware of the relevance of these elements.
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Addressing Guest Complaints

© Maintain composure and attentiveness while interacting
with complaining customers (Putri, 2015).

o Allow customers uninterrupted time to express their
concerns fully.

o Show empathy and understanding towards the customer's
situation.

o Consider the type of guest you are speaking to and tailor
your response accordingly (Tuzon, 2016).

o Different guests have different expectations and
preferences.

o Adjust your reaction and solution based on the individual's
profile (e.g., family, couple, business traveler).

o This personalized approach increases the chances of
resolving their problem effectively.

Footer
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Importance of Finding the True
Cause of Customer Complaints:

o Understanding the underlying reason for
customer complaints is crucial for successful
resolution.

o Take time to investigate and comprehend the
specific concerns raised by customers.

o Issues can be related to facilities, cleanliness,
or other aspects of their stay.

o By identifying the cause, appropriate
remedies can be developed.





image8.png
Cooperating to Implement
Effective Solutions:

o Collaboration is essential to find a workable
remedy once the root problem is identified.

o Potential solutions may include offering
alternative accommodations, providing
discounts or compensation, or promptly fixing
the issue.

o Ensure that the proposed solution aligns with
the hotel's rules and brand guidelines.

o Effective resolution should address the
customer's concerns and uphold the hotel's
standards.
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Health and Safety Procedures

o Ensure a high standard of personal cleanliness by washing
your hands, covering your mouth and nose when you have
a cold or sneezing, using hand sanitiser when necessary,
wearing clean atfire, and keeping your hair pulled back
(Siaw, 2018).

Read product labels, follow dilution recommendations, use
protective clothing, ensure adequate ventilation, and
report spills or incidents as soon as they occur to ensure
that cleaning chemicals are handled properly.

When ufilising chemicals in confined places, proper
ventilation is essential.

Maintaining appropriate cable handling, performing
routine maintenance and inspections, avoiding trip
hazards, and correctly operating cleaning equipment will
all help ensure equipment safety.
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Benefits of Following Rules and
Safety Regulations

o Hotels can improve guest happiness and
loyalty by adhering to brand standards.

o Compliance with health and safety
regulations ensures a safe environment for
everyone.

o Upholding brand rules creates a consistent
and memorable experience for guests.

o Protecting the hotel's reputation and image is
crucial for long-term success.

Footer
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Conclusion

o

Maintaining cleanliness, safety precautions, and
effective communication is crucial for success in the
hospitality industry.

Adhering to brand standards ensures guest

satisfaction, protects the hotel's reputation, and
creates a welcoming environment.

Continuous training enhances the effectiveness and
productivity of the housekeeping department.

Proper equipment usage and maintenance reduce
the risk of accidents and improve efficiency.

A focus on ongoing improvement and training
enables hotels to sfrive for excellence in
housekeeping operations.
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Introduction

o Housekeeping in a professional setting ?_oes
beyond surface-level cleaning and roufine
maintenance.

o Effective housekeeping practices are essential for
creating a safe and hazard-free work
environment.

o Implementing these practices reduces the

occurrence of injuries and prioritizes employee
safety.

o A clean and organized office creates a positive
impression on visitors.

o Workplace safety programs should emphasize the
importance of housekeeping.

Footer
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Importance of Meeting Brand
Standards

Within the hospitality world, adhering fo brand standards is of
ufmost significance (Sharma et al., 2021).

In order to develop and maintain a positive brand image, foster
consumer loyalty, and accelerate overall success, it is essential to
consistently adhere to and exceed these criteria.

Aesthetic appearance, methods of communication, standards of
service to visitors, the quality, and operational procedures are just a
few of the many facets that make up brand standards.

Following these guidelines enables companies fo create a unified
and recognisable brand identity that resonates with consumers,
ultimately boosting frust and confidence.

Following brand guidelines also ensures consistency across all points
of contact, whether they are physical locations, digital platforms, or
client interactions (Brazil et al., 2023).

This consistency fosters a perception of reliability, professionalism,
and quality in clients' eyes, fostering durable connections and
encouraging repeat business.
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Importance of Meeting Brand
Standards Cont.

Brand standards act as a clear framework for creating excellent
goods and services, guiding staff membersin their acfions.

They serve as a benchmark for maintaining high standards,
meticulous aftention to detail, and a client-centered approach
throughout the organization (Yosuf et al., 2021).

Consistently upholding brand standards demonsifrates a company's
commitment to qualify and professionalism.

It sefs the company apart from competitors and establishes a
benchmark for industry best practices.

Upholding brand standards cultivates a reputation for delivering
exceptional value fo clienfs.

Meeting brand standards is crucial for developing a strong brand
identity.

It plays a key role in maintaining consumer loyalty and ensuring the
long-term success of the company.
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Impact of not meeting brand
standards

Failure to uphold brand standards in housekeeping can
have a significantimpact on the hotel's reputation.

Visitors may encounter unclean rooms, poor service, and
inadequate maintenance, resulting in disappointment and
negative feedback.

The hotel's brand image deteriorates, leading to decreased
client retention and guest satisfaction.

Not meeting brand standards can also result in operational
errors, causing delays and an increase in negative client
feedback.

It puts additional burden on the housekeeping feam and
undermines the company's ability to compete in the
market.





