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	[bookmark: _Toc136119494]The key skills required when working in the housekeeping team
Time management: In my cover letter, be sure to highlight my credentials as an executive housekeeper. Describe my experience managing a team of housekeepers as well as my ability to develop and implement cleaning schedules and techniques. Mention my attention to detail and commitment to providing guests with a neat and welcoming atmosphere. Last but not least, emphasise my great customer service skills and my ability to quickly and effectively address client issues (Newsham et al, 2022)
Attention to details: In the interview, make careful to highlight my skills if I want to work as an executive housekeeper. I could be able to manage a budget, have a strong grasp of cleaning products and methods, and manage a team of housekeepers. Among the duties of a housekeeper include cleaning the tubs, showers, washbasins, and mirrors. Dusting furniture, emptying trash cans, vacuuming carpets, rugs, and drapes are additional duties. There is a housekeeping job description available (Zuo et al, 2022)
Teamwork: The general maintenance and appearance of the assigned property are under the control of housekeeping managers. They are responsible for a range of tasks that need both hard and soft skills. If I want to become a housekeeping manager or I already work in management, learning about the skills needed can help I thrive in my career. Housekeepers may make mistakes or have accidents while executing their tasks. They could shatter a glass, crash a plate while cleaning the dishes, tear a piece of the couch, or even destroy a visitor's or the hotel where they work's clothes (Kharlanov et al, 2022)
Effective communication: Organised housekeepers may arrange their workstation in a unique way that reflects their organisational skills. There are several tasks that need housekeepers to be as organised as they can to keep the room neat, such folding and hanging towels in an attractive way, setting up the wet bar and many more. If I want to make sure that everyone is on the same page and working towards the same goal. Additionally, they must be able to provide guidance and training as needed. Executive housekeepers must possess the capacity to prioritise their work, meet deadlines, and avoid feeling overworked.  For housekeepers, the ability to pay attention to even the smallest details is essential (Ganson et al, 2022)
The manner in which I will be able to use theoretical understanding when working in industry
Housekeepers that work in a hotel setting often engage with a variety of visitors in order to interact with guests appropriately. They have to help when requests for more private items like towels, soap, toilet paper, and other things come up.This knowledge allows housekeepers to wash and iron a lot of garments, towels, and linens every day. Some housekeepers wash visitors' private items, but they handle them carefully to safeguard the visitors' private property. Recognise the error, explain the situation, and take action to stop it from occurring again. The on-call housekeeper is being wasteful and irresponsible if it happens again Having excellent organisational skills will allow I to create a work schedule that works for my team so that everyone is aware of what has to be done when. This skill requires meticulousness and a keen eye for even the smallest errors. The ability to pay attention to the directions of the home management facilitates communication while working as a housekeeper (García‐Sánchez et al, 2022)
[bookmark: _Toc136119496]
Importance of the topic in the hospitality industry
As the executive housekeeper, I'll often need to do a range of tasks in a certain period of time. By putting my attention on these crucial skills, I may perform much better in my role as executive housekeeper. Remember that effective communication, strong organisational skills, and good time management are essential for success in this field. This is another benefit of excellent communication. A highly skilled housekeeper will ensure that they fully understand the directions given to them and will know when to ask questions to clarify. I will be well on my way to become a role model leader in the hotel industry if I can master these skills.
A rigid cleaner won't be able to do the majority of the tasks for the day before it finishes, while a flexible one will make every effort to assist. A skilled housekeeper is continuously reliable, devoted, and dedicated enough to provide top-notch service to the employer. My ability to listen politely and respond appropriately can help I progress in my housekeeping position. It may be necessary to assign the housekeeper the tasks of cooking, cleaning, and child supervision. Housekeepers need to put in the necessary time and effort to clean homes in a professional manner (García‐Sánchez et al, 2022)




	Word Count
	790




1 | Page

Component Two:
[image: A picture containing text, font, screenshot, line

Description automatically generated]
	Problem
	Why did it happen?
	What are I going to do?
	How will I prevent this from happening in the future?
	What measures would I introduce to improve team effectiveness?

	The Hotel room had not been cleaned properly.
	Revenue loss may result from neglecting to address visitor concerns. Incorrectly handling a guest complaint may result in a visitor choosing not to return to my resort, even while doing so may result in a room rate reduction or complimentary stay. At first, losing one customer's money may not seem like a big deal, but the costs associated with turning away customer after customer can build up rapidly. In trendy, obtaining a brand new customer is five instances more costly than maintaining an present one.
	.
Constructing resort patron loyalty may be in large part facilitated by using making an attempt to please current clients. Reputational harm would possibly result from unresolved tourist lawsuits. Unhappy clients are welcome to voice their opinions on social media money owed for the inn, on assessment web sites, on online travel organizations, or within the neighbourhood (Achmad et al, 2022)
	Whilst a guest had a terrible revel in at my status quo or voiced a issue that goes unresolved with the aid of body of workers, they can experience obligated to tell others approximately it. When clients voice their grievances online, their feedback might also result in poorer on-line ratings, a damaged recognition within the network, and a worse motel ranking. Like other clients, hotel visitors who encounter the paradox are happier after a bad experience has been addressed in a good way than they were before the bad experience occurred.

	When managing client complaints in-person, preparation is one of the finest weapons a hotel staff may have at their disposal. However, any staff member might be unexpectedly taken off guard and required to make hasty decisions when it comes to in-person visitor complaints. The stress of reacting to a bad circumstance involving an in-house visitor may be reduced through practise and preparedness. In five phases, respond to customer concerns made in person (Asiedu et al, 2022)

	Room service issues
	I may find it challenging to maintain composure and refrain from reacting emotionally depending on the mood of the visitor when they come to I with a complaint. Even though it might be challenging at times, listening patiently is the first step in managing customer concerns properly.
	Avoid being cocky or assuming what is bothering the visitor as I start the discussion. If a visitor approaches I. When a problem with a company's service (or product) is fixed, the customer is happier with the company than they would have been had the problem not arisen (Dhar et al, 2022)
	Over the course of their careers, hospitality workers must deal with a variety of hotel visitors. For instance, some visitors only complain about significant issues; others are famously difficult to please; and regrettably, some visitors to hotels constantly complain in order to avoid paying the entire cost of their stay or any cost at all (Dong et al, 2022)
	When handling a complaint, consider the guest's energy level and personality type before selecting a problem-solving approach that works in that particular circumstance (Dhar et al, 2022)


	Problems related to food
	 Every so often, the things we complain approximately aren't truly the things that fear us. Think about why a positive traveller might find a certain problem to be so important. Make a "service recovery" box and make it accessible to hotel workers so they may utilise it as they see fit (Ganson et al, 2022)
	Choose the best remedy after I've determined the kind of visitor I am dealing with and the real reason for their complaint. Find a solution that takes into account both the true nature of the issue and the guest's emotions around it (García‐Sánchez et al, 2022)
	Simple recognition, followed by an apology and a promise to do better next time, may often put an end to guest concerns. However, certain complaints can call for a monetary credit to their account or a private discussion with the hotel management.
	Choosing remedies that are acceptable and suitable for the current circumstance is an essential component of managing guest concerns. Having a return policy in place may assist reduce employee uncertainty when presenting solutions.


	Cleaning issues
	When a hotel guest complains, always follow up with them. Contact the visitor right once if there are any problems with the accommodation, such a broken TV or a ruined blanket.
	Give it a few minutes after maintenance, cleaning, or the department handling the complaint has fixed the issue before checking in with the visitor to ensure the issue has been remedied (Hristov et al, 2022)

	Check to verify whether the customer has any impending or future bookings when a guest complains at check-out or after they have left the property. If so, add a note to their subsequent reservation reminding the staff about the current complaint.
	Check their reservation information and room again before arriving to be sure everything is in working order. A tiny but meaningful gesture would be to leave a quick message thanking the visitor for giving my hotel another chance.

	Room delivery issues
	Addressing written guest complaints whether they are sent on paper or online is comparable to addressing complaints that come in person. The service recovery paradox is a concept that describes how some consumers respond when a perceived issue is resolved in a remarkable or unusually gratifying fashion.
	Responders have more time to think about and thoughtfully design their responses, which is the main distinction. Include gift cards, admission passes to nearby attractions, headphones, neck pillows, colouring books, and other goods that can help console upset visitors.

	An unfavourable experience or complaint from a visitor might be transformed into a positive opportunity by a successful hotelier. They are aware of the significant beneficial effects that efficiently resolving a guest complaint may have on a hotel's performance (Kharlanov et al, 2022)
	Experts also know that replying to online comments on a frequent basis may boost my property's position in search results, which is a good method to leverage guest reviews for hotel sales (Hristov et al, 2022)
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	Training Notes: 
As I continue to wow my visitors and build my brand, set new objectives (Kharlanov et al, 2022). Do I need support from experts in developing and maintaining housekeeping service standards? Hotel Cleaning Services is pleased to work with me to enhance the cleanliness of my hotel as a whole. The quality of my hotel's housekeeping may make the difference between repeat, devoted guests and unfavourable evaluations that cost visitor stays. Knowing the state of each room is another benefit of the integration of maintenance and property management. Housekeeping, for instance, is aware that it may clean a room after a visitor checks out. One more piece of advice: include a chatbot in my maintenance platform so that visitors may text me to report malfunctions. My housekeeping and maintenance staff will remember to correct the issue when they visit the room since the note converts into a work order! 
8. Pick out my cleaning supplies with care (Kong et al, 2022)


	


	Training Notes: 
Recognise and define my brand's culture to make it everyone's responsibility to make guests happy. My housekeeping crew will be better able to work independently and finish all required cleaning duties if I have established clear expectations and procedures for housekeeping. One way to set these expectations is to create an easy-to-follow checklist of housekeeping duties and commitments for each kind of cleaning. Checklists are a great way to increase staff accountability and track cleaning data for ongoing improvement. 
Theoretically, a room with an additional bed or cot will need more time to clean than a room that has hosted only one person for the night. My consumers will be happy if I make these changes since my team will feel less under pressure to clean everything in record speed (Liu et al, 2022)



	

	Training Notes:
Checklists for cleaning may assist me in planning and managing a range of scenarios, such as deep cleanings and cleaning occupied rooms. In order to promote responsibility and visibility, housekeepers, housekeeping supervisors, and executives may utilise checklists to organise and complete housekeeping tasks. When housekeepers are doing all cleanings properly, it is easy to see thanks to this way of recording cleanings, and it is also simple to provide constructive feedback when there is room for improvement. In many hotels, each room receives the same amount of time. However, if I make modifications in accordance with my visitor's demands, my job planning will go more smoothly. The housekeeping team is well-positioned to identify issues, such as broken blinds, non-functioning controls, and blocked toilets. They go about reporting these failures. My team will waste valuable time if reporting faults is a cumbersome procedure. Instead, my maintenance crew will work much more effectively if I make it simple for them to report errors using the software they currently use (Maher et al, 2022)


	

	Training Notes:
In addition to offering extra towels and amenities upon request, housekeepers should also make a record of every incident for accounting and forecasting reasons. Never allow someone into a room for which I don't have a key; instead, direct them to the front desk so they may get a new safe key (Liu et al, 2022)
Make sure I've planned ahead and assigned my cleaning staff members the responsibility of maintaining these spots on a regular basis. Clearly defining roles and expectations is one of the first steps in ensuring that cleanings are carried out in line with standard operating procedures (SOPs) so that the property can satisfy brand and quality criteria (Maher et al, 2022)


	

	Training Notes:
If my hotel provides access to a pool, spa, or fitness facility for guests, it is essential to maintain these facilities regularly to ensure they adhere to both the administrative department housekeeping SOP and the cleanliness requirements of my customers. Regular thorough cleaning keeps my guest facilities safe, secure, and hygienic for use by guests. The status of the room changes back to "available" when the crew stamps a repair order as finished, and reception is informed that it is prepared to welcome new visitors. Easy and always in real time, communication takes place (Newsham et al, 2022)




	

	Training Notes:
Managers could motivate their workers using the phrase "Individual responsibility, team accountability" to make sure that everyone is aware of the larger goal of the cleaning team. This suggests that in addition to their own tasks, individuals step up to help out when needed. If a mess is discovered, it is always cleaned up. It influences the visitor's experience.
To discuss previous cleaning objectives, accomplishments, and shortcomings, my housekeeping managers and personnel may gather together as a team. I show my visitors my dedication by setting new objectives. I can find myself spending more time cleaning as a result of material savings. It's usually a good idea to examine many possibilities since not all professional cleaning solutions have the same mode of action (Walters et al, 2022)


	

	Training Notes:
I must always keep my motel spotless. Use this checklist of housekeeping standards to improve cleaning effectiveness, visitor pleasure, and hotel revenue. Too often, people lose count of how much toilet paper, shampoo, shower gel, soaps, and sheets they use each day. But with the correct technology, my workers won't even have to worry about this.
Additionally, in the post-COVID environment, it is necessary to modify visitor expectations. Over 93% of participants in a 2021 research said they expected each hotel to implement its own safety procedures. Doors, gyms, and the hotel restaurant were in second and third place, respectively, in terms of cleanliness (Walters et al, 2022)


	

	Training Notes:
Additionally, visitors seem to be worried about occupancy restrictions and touchless technology usage. According to the report, "safety, trust, and openness" are essential for retaining customers and, as a result, for the growth of the hotel business. These in turn rely on communication and sanitation in equal measure. But how can I modify each activity to meet the demands of the visitor? via the integration of my PMS and my maintenance platform. So I automatically create a work order if there is a booking. Cleaning a room before check-in often takes 30% longer. Since I need to restock items like shampoos and cosmetics, for example, the checklist and stock expenses are different. It really would be wonderful if the work order reflected this fact (Zuo et al, 2022)
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In this scenario — You havejust been promoted to team leader fora floor within the hotel. A guest complainsthat on theirarrival,
their room had not been properly cleaned. Create an action plan and answer the following questions.
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As the floor housekeeping manager and given the recent guest complaints you
need to put together a basic training presentation for your colleagues withi the
housekeeping team to get the best out of them, ensure that brand standard is
beingachieved and that Health and Safety procedures are also being followed.
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Conclusion
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