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Housekeeping is a labour intensive department inside the hotels and requires flexibility as much as versatility, that is why housekeeping jobs are not for anybody to do.
Being well organised is an essential skill for a housekeeper. At the hotel this helps the job to run smoothly, allowing you to organize top cleaning priorities. At the begging of the shift we must ensure we got the caddy with all chemicals refilled and the trolley to be tidy and include all consumables, linen, towels and all items needed in order to start cleaning the room.
The Triple S route is in place to be followed in every room, Strip, Sanitise, Set-up, and if the housekeeper is not organised, will not be able to finish his rooms in time, because of the waste of time going and returning from the linen room to get whatever is needed.
Time management is also a very important skill as the housekeeper is expected to clean multiple rooms in a set amount of time, usually 24 minutes per room unless the room is meant to be for a deep clean which requires more time obviously.
Self-discipline plays an essential role in all jobs and in day to day life, but in housekeeping mostly as is a job that is not 24/7 supervised and still it needs to be done as like somebody is watching, keeping in mind at all times the company’s policy and the hotel reputation. 
Thoroughness helps the housekeeper to stand out when on the job. The housekeeper might be wearing many hats on a day at work, one minute is polishing the floor and the next one is changing a bed or washing cups and spoons. Leaving behind when finishing the room, a perfect bed with no wrinkles and perfect elephant ear makes you stand out from the crowd. The towels needs be also beautifully positioned, in compliance with the hotel’s standards. Always is best going extra mile and leave behind the rooms perfectly clean and tidy.
A big factor in housekeeping is trustworthiness, as the housekeeper is the first entering the room after the guest and might find different things inside, such as lost property or even money. Everything found in a room goes to reception and is considered to be lost property and is supposed to go back to the guest if he is recalling it. It is essential to have the trustworthiness as on a daily bases the housekeeper gets to know plenty of private information about the guests.
Active listening is also one of the skills required in this particular job, as a lot of information can get thrown to the housekeeper.
Inter personal communication is important for a housekeeping job, it is vital to be always friendly with the team members and polite, accepting anyone around you as they are.
Housekeeping is a hard job physically and can involve heavy lifting, like pieces of furniture, drag the beds for hoovering behind and this is why for the candidate to be eligible for this job it is essential to have physical flexibility and strength.  
Sweeping, mopping and dusting are at the heart of this job, so in this case the housekeeper needs to be handy and know how to do it in a correct manner, following the training given and the health and safety measures in place.
Like any other departments inside a business, team working in crucial, as it enables better problem solving, unlocks potential for innovation, makes happier employees, enhances personal growth, lowers the risk of burnout, gives opportunity for promoting, and it boosts productivity. Strong team work ethic changes at 360 degrees the way housekeeping is seen, does not seem as difficult as it is.   
My personal experience in housekeeping during the placement takes me back one day at the beginning of the placement, where I was on my last room to clean and I felt exhausted and sweated and the other girls from the team had finished their rooms and came in my room to help me finish it. They were there to help me even if I was only on placement and not one of the team members. In that moment I realise how important is team working and how it can change everything, from a bad day to a brilliant day.
 
























	Word Count
	718




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 complains 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 will you take to improve team effectiveness?

	Customer complain 
	Poor housekeeping management 
	Hear 
Empathise
Apologise 
Respond
Thank
	By checking better the rooms before check in

	Increase the time per room to be cleaned in order to avoid the rush on busy days 

	Hotel reputation at risk
	Room not checked properly before check in 
	Offer to the guest an upgrade room
	Motivating the team 
	Communicating at all times with the team, to understand if there is any problem

	
	Housekeeping team not enough motivated 
	
	
	

	
	
	
	
	

	
	
	
	
	






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: Hi everybody, as you already know my name is Raluca and I am your floor housekeeping manager, and today we are going through a short housekeeping training in order to refresh our memory and understand the need of high-quality service within the Premier Inn hotel. 
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	Training Notes: As I told you before  I am really proud to be a member of this amazing team and hopefully will stay together for as much as possible! I love being with you here every day and really enjoy working with you! The ‘’ rest easy ‘’ logo it’s thank to us , we make it happening  every day for our guests!  
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	Training Notes: As you all already know, we had some complaints about some rooms not being  cleaned properly, so today we are going to discuss about this. I really want to understand your problems and why we are in this situation. Hotel reputation needs to be kept at all times,  and Is vital for us as a business for continuing. 
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	Training Notes: Good housekeeping vs bad housekeeping? There is not such a thing! We love what we doing and I know you all is giving their best ! We should clean those rooms like in our home, like ready for us to stay in, and I know It is possible, I trust my team. We need to make sure that the room is cleaned out properly , in accordance with Premier Inn policy and always following the health and safety measures.
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	Training Notes: As I was saying at the begging of our meeting, we have some  complaints from the guests , that the rooms were not cleaned properly. Don’t get me wrong, I know every one of you  is working at maximum to give their best, also please understand that this involves me as well, in the same way you are involved. We need to sort this out! I need your help, without you guys, I am loosing it! We are a team! I know we can sort this out! Don’t look at complaints as a threat towards your job or something really wrong! Let’s just take complaints as a way to improve our efficiency, to understand where we are going wrong.  
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	Training Notes: The average hotel housekeeping worker is required to check and/or clean between 12 and 20 rooms in an eight-hour shift. That allows for only 20 to 30 minutes for room at best, since time to restock the cart and traveling between floors must be considered as well as breaks in the hotel housekeeper’s shift. Our shifts here at Premier Inn Aberdare in housekeeping is only of 4 hrs, and as we all know the time spent in a room is 24 min, unless is a deep clean and it can go up to 34 min.  My advise, as you all know I have been like you, and I also have my beginings in this job is to be well-organised, to plan ahead what you need to do, once you have your shift sheet in your hand, once you see how many rooms you’ve got, get prepared, don’t let the rush overcoming you.  
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	Training Notes: Can anybody understand what’s on  this slide? Well… we got also good news… guess what? Starting  from  tomorrow , every time we are short staff on housekeeping ,that means when a  housekeeper is given more than 8 rooms,  the time spent per room to be cleaned, will be 28 min instead of 24 min per room, but as I said only on busy days and with short staff. Hopefully in the future we can ask for a raise of pay also per hour in busy days, I promise that I will do my best to keep this team happy , with the willingness to come to work !
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	Training Notes: Once we discussed about the good news, my concern gets back to health and safety. Do we all really take , on a daily basis , into consideration health and safety measures ? What should we do with the trolley in case of a fire? When going in break where we leave the caddy? Do we need to help evacuating guests in case of a fire ?
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	Training Notes: The online hotel reputation is  vital for the hotel industry. People is giving reviews and comments all over the internet, before booking a room in a hotel most people are looking for reviews online.  This is something we need to keep in mind every time we closed the door of a cleaned room, somebody will go inside that room and create memories. All we want is to give the guests a chance to create good memories in our hotel.
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	Training Notes: This is my last slide, I wont keep you longer, hopefully I get to touch your feelings and let’ make together a better change happening!  Thank you for you patience and understanding today! Let’s get back to business!
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