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	Housekeeping skills are the skills  that include a variety of technical and interpersonal abilities (Olimovich et al., 2020). 
As the face of a hotel, it is essential to identify the different skills required of the housekeeping staff. Housekeepers are crucial to the cleanliness of public and private buildings. An effective and successful housekeeper possesses a number of essential skills, such as an eye for detail and organisational abilities.
The following are some of the most important skills required to work effectively in the housekeeping department of a hotel:

Organisation:
Organization is a crucial skill for a housekeeper. You will need to keep track of numerous jobs and responsibilities and organise your equipment and supplies.  Good organisation will enable you to perform the highest quality work possible.
At a hotel, you must double-check your housekeeping cart to ensure that it contains the necessary supplies.
Always perform a complete 360-degree turn upon entering a room. This assists you in identifying and organising your top cleaning priorities for the area.

Practice dividing large tasks into smaller, more manageable goals; this can be a very useful organisational tool on the job.

Time management
You will need to juggle multiple tasks simultaneously. Depending on the position, you may be required to clean multiple rooms and areas within a given timeframe. A competent housekeeper can maximise their shift by operating as efficiently as possible. Make it a habit to plan ahead prior to each workday. When you wake up, make a list of the most important tasks you'll need to complete at work. Being a perfectionist can make it very difficult to complete tasks efficiently. Focus on doing your absolute best rather than being perfect.

Attention to detail
Housekeeper must be extremely attentive to detail in order to be effective at their job. From organising various household items to ensuring that floors and windows are clean and streak-free, these cleaning professionals require a keen eye for detail to perform their duties effectively. More meticulously a housekeeper performs their duties, the better they will be at their job.

Trustworthiness

Working in a hotel can require a high degree of dependability. You will learn a great deal of confidential information about your customers, which you must keep secret. Your employer will expect you to clean an entire building or residence with integrity and honesty in any position.
During working hours, you may pass by numerous valuable items, such as money, jewellery, and other expensive accessories.

Physical flexibility and strength

Housekeeping can involve a lot of heavy lifting. You might have to rearrange pieces of furniture while you clean a room, or drag around heavy pieces of equipment from space to space. Other cleaning duties involve plenty of stretching and bending, so it may help to be in pretty good shape.
· You’ll need to stand on your tip-toes as you dust hard-to-reach places and bend over to sweep up messes with a broom and dustpan.
· Some job positions might have physical strength requirements, like being able to lift at least 10 to 25 lb (4.5 to 11.3 kg).  

In order to be successful at their jobs, housekeepers must develop a number of hard skills. Hard skills are the specific abilities required to complete a given task. Commonly required hard skills for a good housekeeper are: carpet cleaning, sweeping, deep cleaning, mopping, window cleaning, vacuuming, dusting, bathroom cleaning, changing beds.

 Become familiar with cleaning equipment
Various kinds of equipment may be utilised for housekeeping. Laundry supplies, vacuum cleaners, mops, and other equipment are commonly used by housekeepers to complete their duties efficiently. Developing your hard skills and familiarity with housekeeping equipment can help you complete your work more quickly and efficiently.

As a professional in the field of housekeeping, it is essential that individuals possess effective skills. This will aid them in ensuring effective customer service and a safe stay at the hotel. Taking pride of the work and making sure you
performed the best work possible. This not only ensures your clients' satisfaction, but also keeps you motivated at work. Additionally, taking pride in your work motivates you to continue honing your housekeeping skills so that you can become more effective and successful.
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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 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 would you introduce to improve team effectiveness?


	
I have just been promoted to team leader for a floor within the hotel.
Being a team leader can be both rewarding and exhausting.
Ensuring an exceptional experience and tending to all the guest needs at the hotel for everyone who comes through the doors of the hotel is a very busy job; a job that can inevitably                 arise problems.
	It was the day with short staff available in the housekeeping team due to last minute day off taken by two persons due to illness.

The staff was overburdened by the large number of rooms they needed to clean. Moreover, housekeeping neglected to thoroughly clean one of the rooms.

	First, I will kindly ask the guest what is the room number and show care to listen to his complain.
I empathize and recognise their frustrations.
 I will apologise in the first instance.
I will avoid arguments,
Remain calm and be polite.
Also I make sure I keep an adequvate body language.
	Illness sometimes can not be prevented, but  I can prevent a hotel room from being improperly cleaned by paying overtime premiums to the staff.
	Training is key.
Regular training should be provided, and giving your housekeepers the chance to provide feedback will give you a better understanding of how things are truly progressing.
In order to increase motivation and effectiveness, I will introduce “the person of the month”.
A gift card reward will be given every month to the person who did his /her best in the job.


	A guest complains that on their arrival in their room had not been properly cleaned. 


	
	
	
	

	


	
	
	
	

	


	
	
	
	

	


	
	
	
	




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
Brand Standard Maintenance
some notes for housekeeping staff training on upholding brand standards. Here are some essential topics to discuss:
Introduction to brand standards: Overview of brand standards Starts the training by defining brand standards and outlining their significance. Help the staff comprehend that brand standards are a set of rules that specify how a company should appear, feel, and function to give customers a consistent and satisfying experience.
Consistency is important: Be sure to emphasize the value of consistency in upholding brand standards. No matter when or where they stay, every guest should enjoy the same level of organization, cleanliness, and attention to detail. Maintaining consistency is important for building a brand's reputation and retaining customers.
Specific brand standards: Review the specific brand standards that apply to the housekeeping staff, such as the use of permitted cleaning agents, acceptable bed-making procedures, and appropriate amenity placement. Make sure staff members are aware of all the specifics of these standards so they know what is expected of them.
Quality control: Describe its significance and how it helps to ensure that brand standards are being upheld. Inspecting guest rooms and common areas regularly, getting input from management, and more could all be part of this.
Communications: To improve communication between housekeeping staff and other departments, such as front desk personnel and maintenance, emphasis should be placed on this. Encourage employees to report any problems or issues with upholding brand standards as soon as they occur.
Professionalism and appearance: Finally, emphasize to staff the value of professionalism and appearance. Encourage them to always carry themselves in a warm and welcoming manner and to wear clean, appropriate uniforms.
You can assist your housekeeping staff in understanding the value of maintaining brand standards and how to do so consistently by going over these important topics. Don't forget to give staff members plenty of chances to ask questions and give feedback so that they feel confident in their comprehension of these ideas.
Safety Measures
Training manuals on safety precautions for the housekeeping staff. Here are some essential topics to discuss:
Getting started with safety: Start by highlighting the significance of workplace safety. Describe how safety precautions are taken to avoid mishaps and injuries and to ensure the welfare of both employees and visitors.
Identification of hazards: Go over how to recognize risks at work. This could include biological dangers as well as physical dangers (like slick surfaces or broken equipment) (such as exposure to infectious diseases or hazardous chemicals).
Personal protective equipment (PPE): Review the significance of wearing personal protective equipment (PPE), such as gloves, masks, and goggles when necessary. Describe the proper way to wear PPE and how to dispose of it after use.
Chemical safety: Go over the proper use and storage of cleaning agents. Stress the value of reading labels, only using chemicals as instructed, and keeping them in their original containers.
Electrical safety: Talk about ways to ensure electrical safety, such as looking for damage in cords and plugs, not overloading outlets, and unplugging appliances before cleaning them.
Ergonomics: To avoid injuries from lifting, bending, and repetitive motions, review ergonomic principles. Encourage staff to take frequent breaks and teach proper lifting techniques to prevent fatigue and strain.
Emergency measures: Talk about emergency measures, such as fire safety and evacuation strategies. Review the proper use of fire extinguishers, safe evacuation procedures, and how to contact emergency services.
Reporting incidents: Last but not least, stress the significance of informing management of incidents and near misses. Encourage employees to report any mishaps, harm, or hazards they come across so that appropriate action can be taken.
You can assist your housekeeping staff in understanding how to maintain a secure working environment for themselves and others by going over these important points. Don't forget to give staff members plenty of chances to ask questions and give feedback so that they feel confident in their comprehension of these ideas.
Health Measures
Here are some training materials on health precautions for housekeeping staff:
Introduction to health measures: Getting started with health measures  Start by outlining the significance of taking health precautions. Insist that keeping a clean and healthy environment is essential for the welfare of both staff and visitors.
Personal hygiene: Review the value of maintaining good personal hygiene, which includes washing hands, covering coughs and sneezes, and avoiding touching the face. Encourage staff to frequently use hand sanitizer and provide instructions on proper hand washing techniques.
Cleaning and disinfecting: Review cleaning and disinfecting procedures, emphasizing the significance of using approved products and adhering to manufacturer guidelines. Be sure to emphasize the value of routinely cleaning and sanitizing high-touch areas like doorknobs, light switches, and telephones.
Linen handling: Talk about how to handle linens properly to stop the spread of germs. Stress the value of washing dirty linens in hot water with detergent and wearing gloves when handling them.
Waste management: Review the procedures for managing waste, including how to properly discard potentially dangerous items like needles and other sharps. Stress the necessity of using PPE, such as gloves, when handling waste.
Food safety: Regarding food safety, talk about how to handle, prepare, and safely store food. Insist on how crucial it is to wash your hands before handling food, use clean utensils and surfaces, and store food at the appropriate temperature.
Reporting illness: Encourage employees to notify management right away of any illness-related symptoms. To stop the spread of illness to others, emphasize the value of staying at home when sick.
You can assist your housekeeping staff in understanding how to keep a clean and healthy environment for visitors and staff by going over these important points. Don't forget to give staff members plenty of chances to ask questions and give feedback so that they feel confident in their comprehension of these ideas.
Emergency Procedures
Here are some instructions for housekeeping staff training on emergency
Introduction to emergency procedures: Getting started with emergency procedures starts by highlighting the significance of emergency procedures. Insist on the fact that emergency protocols have been put in place to safeguard staff and visitors.
Types of emergencies: Discuss the different kinds of emergencies that could happen, such as fires, severe weather, power outages, and medical emergencies. Describe the specific steps to take in each kind of emergency.
Evacuation protocols: Review your facility's evacuation protocols. Explain how to help visitors and coworkers during an evacuation and emphasize the value of being familiar with assembly points and evacuation routes.
Fire safety: Talk about how to use a fire extinguisher, how to leave a building quickly in the event of a fire, and how to avoid starting fires in the first place. Stress the significance of informing management of any fire hazards.
Medical emergencies: Talk about how to deal with them, including how to call for help and, if necessary, how to administer basic first aid. Stress the significance of immediately informing management of any medical emergencies.
Communication protocols: Describe to visitors and coworkers how to convey emergency information. Examine how to use intercom systems, emergency alarms, and other communication tools.
Practice drills: Regular emergency drills should be scheduled to help staff members become familiar with emergency protocols. Based on the results of these drills, give feedback and alter the procedures as necessary.
You can assist your housekeeping staff in learning how to act quickly and effectively in an emergency by going over these important topics. Remember to give staff members plenty of chances to ask questions and give feedback so that they feel confident in their comprehension of these procedures.
Guest Interaction
Here are some instructions for training housekeeping staff on interacting with guests:
Introduction to guest interaction: Getting started with guest interaction  Start by highlighting the significance of visitor interaction. Emphasize that positive guest interactions can increase customer satisfaction and loyalty and that guests expect staff members to behave in a friendly and professional manner.
Communication skills: Go over effective communication techniques like active listening, using precise language, and using the right body language and tonality. When interacting with guests, emphasize the value of being kind and showing empathy.
visitor requests:  Talk about how to efficiently and professionally handle visitor requests. Stress the significance of promptly attending to visitor requests and making sure they are met to the visitor's satisfaction.
Complaints: Discuss effective ways to deal with guest complaints. Stress the value of hearing the guest's concerns, expressing regret for any inconvenience, and making an effort to find a solution that will satisfy the guest.
Boundaries: Talk about appropriate boundaries when interacting with visitors, such as respecting personal space and privacy. Stress the significance of keeping private guest information private.
Safety: When interacting with visitors, go over safety precautions like asking permission before entering a room and alert management to any suspicious activity.
Cultural sensitivity: Talk about cultural sensitivity and how it might affect how guests interact. Stress the value of appreciating and comprehending cultural diversity.
You can teach your housekeeping staff how to interact with guests courteously and professionally by going over these important topics. Don't forget to give staff members plenty of chances to ask questions and give feedback so that they feel confident in their comprehension of these ideas.
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