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The housekeeping department in a hotel is responsible for ensuring the cleanliness, comfort, and safety of the rooms, making it one of the busiest and most important core departments. The room attendants are tasked with always providing professional and high-quality service, catering to customers' needs to ensure their satisfaction and encourage them to recommend the hotel to others. Maintaining a good reputation is the most effective and efficient form of free advertising, attracting more customers and achieving the department's primary goal. In addition to these benefits, the housekeeping department also increases significant management costs in terms of workforce and resources (Hsu et. al 2011)
During my placement in Delta Hotel by Marriott I didn’t have the opportunity to work in the housekeeping team as this department was subcontracted with an external company, but I had the pleasure to speak with the manager of this department and having experience from my previous job as a cleaner I could identify some of the most important skills required working in housekeeping and they are as it follows.
 
Time management is crucial in every profession, and housekeeping is no exception. By expertly managing your time, you can ensure that tasks are completed with speed and efficiency while maintaining a clean and organized environment that maximizes productivity (Donate et al., 2022). To maximize revenue, it's beneficial for the hotel to prioritize cleaning the rooms needed for early check-ins. Working in a team has helped me a lot as the tasks were divided to each member’s strengths and likings helping to finish the tasks efficiently and effectively as an example one was starting in the room to change the bed and dust while one was cleaning the bathroom and by the time both finished one was taking the bins out and the other one vacuuming. This technique and having a routine daily help in making sure the tasks are conducted efficiently and do not miss anything.

Strong self-driven character is another skill needed in the housekeeping department. People that have this skill are the most efficient and effective as once explained the tasks and safety procedures they will work hard to follow them but as well as improving all the time. 
Communication skills are required in this department, when I started cleaning my English was not that good and it used to take more time in communicating with the customer and explaining the problems or what cleaning products I need. The ability to communicate effectively is essential for engaging with others and exchanging information. A hotel will not be able to achieve its goals if it does not understand and listen to its target audience's needs. To provide guests from all over the world with a comfortable stay, hotel and resort personnel must be capable of communicating effectively (Dewnarain et al., 2019).

When working as a housekeeper, flexibility is one of the skills that need to be considered, since certain activities require the housekeeper to be flexible. Because housekeepers are required to work at different hours based on client needs, if one has flexibility, the housekeeper can maintain a good working schedule (Ali et al., 2022). That is why some of the hotels have different sift patterns when comes to housekeeping, especially the ones with a lot of rooms. 
Adaptability and resilience are key qualities to have in the hotel industry because it’s the nature of constantly changing circumstances and working under pressure can be physically demanding. The ability to adapt to different room layouts or cope with high workloads during peak periods is essential to smooth operations (Brown et al, 2019). During my placement, the hotel was in renovation and a lot of the rooms were updated with not just the normal cleaning they had to do a lot of deep cleaning after the builders which takes longer time and harder work for the rooms to be ready for the customers as soon as possible. 

The opportunity to meet the manager of the housekeeping department but as well as my work experience in this field made me realise that over the years and with support and self-driven character all these skills can be improved to provide the best service possible to the hotel that you are representing.
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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?


	Stain on the curtain


	Lack of attention to detail, because the curtains are not something that you will change or hoover but all the things around the room needs checking.
	Speak with the cleaners and make them aware that everything needs checking for stains or dust and need to be more careful in the future. Will ask the customer if he would like to be moved to another room if not the curtains will be replaced, and the room checked again for everything to be in order.
	Make a list of all the things in the room that need checking before closing the room and ticking it as ready to use and will put the cleaners to sign the form when they have finished the room, that way if repeated I will know if a lack of attention is to detail or just a person that is not doing the job properly.
	Will have training in place as well to make them understand that even a little stain on the carpet, curtain or bed is the same thing and that means that the room hasn’t been cleaned properly with that a complaint to our department and a lost customer.








	



Stain on the bedding


	That can sometimes happen because of the company that does the bedding or if it is in our company doing the laundry.

	Check the problem myself and if is something that the client will not accept to change right away will try to accommodate the person in a new room.
	Will speak with the laundry team to check very closely the bedding and everything before folding, but at the same time will speak with the associate that has done the beds and explain to be more careful next time and if the bedding is with hair to change it straight away and not just to leave it like that.
	Buy buying better detergent and stain remover for the laundry team to use on the bedding, and if that doesn’t sort the problem order new ones to have as a spare so we can use it.

	The guest room is not being cleaned because someone’s belonging are in the room.


	The system sometimes shows that the room is available to book, but the guest before has asked for a late check-out
	Offer the new guest another room for his stay.
	Make sure to tell reception to double-check all the notes of the reservation before giving the room to someone else.
	Is nothing in my power to do apart from telling the receptionist to be more careful with the notes on the system and make a report to send to the management to review the system for this kind of error.




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.

	

[image: ]



	Training Notes: Good morning team. Thank you for taking some of your precious time to come to this particularly important training.
The purpose of it is that brand standards are achieved, and the Health and safety procedures are followed. I know that when you got your contract all of you had to go throw this training, but this is a refresher of it if you have any questions, I am here to help you solve them and if you have faced any problems and were unable to find an answer I know our department is very busy all the time and quite hard maybe to reach me with you problems now is the perfect time to discuss them. If they are more personal, then I will be here after the training for more sessions one to one.
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	Training Notes: Ok so let’s begin by reminding you that we follow the AA Hotel quality standards (AA-Quality Standards 2018), the booklet that each of you has in front of you is the more detailed one and please if you have some time have a read throw it as we will not have time to cover all of it today.
Something else we will have to discuss is Health and Safety procedures (Gov,n.d) (Tiernan 2022) that should be carried out at all times and performance optimisation.
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	Training Notes: In the AA Hotel of standards, there are nine key areas of assessment the one related to housekeeping is CLEANLINESS (AA-Quality Standards 2018). 
Attention should be focused on all the areas like bedding baths, flooring, walls ceilings, pipes, equipment, and fittings.
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	Training Notes: Here will come in very handy your hard skills as well as the soft skills learned over the years. At the beginning of your journey with our hotel, the trainee has explained to you the importance of cleaning, techniques to clean and introducing cleaning equipment. Effective cleaning within the room will aid in removing bacteria and even aid in building an impression on guests (Tram et al., 2022). If any of you still need help in any of these three areas, please let me know and will make sure that you will have another training done. 
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	Training Notes: I know each one’s true potential and that is why I would say that we have had the best team since the beginning of the hotel. I know that you are multitasking and that sometimes can be stressful and can affect you not just physically but physically as well that is why I want to remind you about Health and Safety as well here and making sure you take the appropriate breaks when needed and make the correct movements because a wrong one can cost you your health and us losing an important person in the business and we are a team and we work better as a team. 
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	Training Notes: Going back to the Hotel standards I would like to add that time management is important and if some of the rooms need to be prioritised because of an early check-in please don’t hesitate to do it first thing and then continue with the rest of the rooms. For that you have the system that will help you see which of the rooms need prioritising please make sure you use it as it is an extremely useful tool and a direct connection with the front-of-desk team.
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	Training Notes: We have introduced on the systems a new checklist that you will need to sign after each room this will help you not to miss any areas of the room including the pipes, curtains, windows, fan extractor and air conditioning. This will increase customer satisfaction and repeat business (Sharma, 2017). And finally, please make sure that you clean the room as you would like to find it when you are going and staying in a hotel.
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	Training Notes: Health and safety will start with the fire exits you need to make sure that you are not blocking them or that they are always free of any equipment when at work. Please wear appropriate equipment when working with chemicals and if spillage of any dangerous ones please indicate as appropriate and let the management team know. If equipment becomes unsafe to use, please let the maintenance team know and if not fixable will replace it as soon as possible so that we can do the jobs according to the standards without them. Again, please make sure that you make the correct movements and that you are not lifting things heavier than 20kg at a time as this can cause injuries to your back. Drink plenty of water during work and have little breaks to allow your body to recharge. 
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	Training Notes: We value your loyalty, and commitment, and hope that in the future we can improve even more in creating incredibly good memories for the guests as well as for ourselves.

	
[image: ]





	Training Notes: Thank you for your time and hope you have a lovely day.
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Dear Housekeeping:

Thank you
for making our stay so nice.
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