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Component One:
What are the key skills required when working in the housekeeping team? 
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	The housekeeping crew is a crucial component of the hotel sector (Kumar et al., 2021). At a hotel or other accomodation establishment, the crew is in charge of maintaining the cleanliness and upkeep of the guest rooms, common areas, and other places. For team members to be able to offer clients high-quality service, working in the housekeeping team calls for a certain set of talents. The hotel sector places a lot of emphasis on the subject of essential housekeeping crew abilities since it has a direct impact on customer satisfaction. I will go through the essential skills needed of a housekeeping staff in this journal, along with examples from the business world and my own professional experience, and I'll also explain why this subject is significant in the hospitality sector.
Attention to detail is one of the major competencies needed for the housekeeping staff. In order to fully clean every area of a room, housekeeping employees must be careful in their job. In the hospitality sector, where the focus is on ensuring that guests are satisfied, attention to detail is especially crucial. As guests demand neat and clean accommodations, any cleaning procedure errors might have a detrimental effect on their overall satisfaction (Casado, 2011). For instance, if a visitor discovers a hair on their pillowcase, it might sour their entire trip and lead to a negative review. In order to prevent such situations, cleaning personnel must pay special attention to detail.
The team's ability to manage their time effectively is yet another critical competency. Often times, housekeepers are required to clean a certain number of rooms every day, and they have a deadline to meet (Raghubalan et al., 2009). To ensure that rooms are cleaned quickly, completely, and without compromising quality, effective time management skills are essential. For instance, if a housekeeper spends too much time cleaning a single room, they can go behind schedule and run out of time to clean all the designated rooms for the day (Hsu et al., 2011).
The housekeeping team requires members to have excellent communication abilities. To guarantee that work is accomplished quickly and clearly, housekeepers must communicate well with both their coworkers and their managers. They may also have to speak with visitors about their cleaning preferences or demands (Astuti, 2019). For instance, in order to guarantee that a guest's request for additional towels or pillows is met, the cleaning staff must share this information with their coworkers.
 Having worked in the housekeeping crew, I can attest from personal experience how beneficial the theoretical information acquired via formal education is. Throughout my career, I have discovered that the education I received in a formal setting has helped me work more successfully and efficiently (Wood, 2013). As an instance, I can now provide visitors excellent cleaning services because I learned about the proper cleaning supplies and techniques. I now have a greater grasp of the value of communication, time management, and attention to detail in the housekeeping team as a result of the training. 
I have a greater grasp of the significance of attention to detail, time management, and communication skills in the hospitality business after reflecting on the skills I have learned through the diary. I've come to realise how important it is to pay close attention to every little thing while serving customers well. To make sure that guests have a good time, a room has to be completely cleaned. Also, I've discovered that smart time management is crucial for doing work quickly and effectively without compromising quality. Finally, I've discovered that great communication is essential to completing jobs quickly and effectively and to meeting visitor demands.
I would use the information I learned from writing this essay in my career when I eventually get a job in the hotel industry. I would place a great value on attention to detail, making sure that every facet of my work is complete and of excellent quality. I would also put a lot of effort into managing my time so that I could do projects on time without losing quality. Finally, I would place a high priority on communication skills, making sure that I interact with visitors and coworkers in an appropriate manner to complete tasks quickly and successfully. These skills, in my opinion, are essential not only for the housekeeping staff but also for other positions in the hotel sector. The success of the facility depends on staff members having excellent communication, time management, and attention to detail abilities. I would thus work to enhance and develop these talents over the course of my career in the hospitality industry.
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Component Two:
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?


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





	This happened due to the communication gap. It's possible that there was a communication issue between the front desk and housekeeping workers, which caused the room to become uncleaned.
	The important first step is to listen carefully to the guest's complaint and provide an apology for the inconvenience this has given him.
	I'll assess the hotel's cleaning standards as a team leader and make sure they meet the required standard. Specific cleaning instructions for the restroom, closet, and rooms would be included in the requirements.
	First I will Monitor and Evaluate Performance. This will identify areas for improvement and provide feedback on their performance. This can help the team members to develop their skills and improve their effectiveness.

	
	Time constraints are another factor that might have contributed to this. If the cleaning crew was pressed to clean several rooms in a short amount of time, they might not have had the time to do it completely, which would have left the room improperly cleaned (Mullins et al., 2007).
	The next step is to look into the situation and determine why the cleaning wasn't up to par by reviewing the housekeeping logs and the disputed room.
	In my role as team leader, I will regularly teach the housekeeping crew to make sure they comprehend the cleaning procedures and know how to utilise the required cleaning tools and materials. Training may consist of textual instructions, refresher courses, and practical demonstrations (Casado, 2011).
	I will also ensure  theire is open communication among the team members to ensure that everyone is aware of their responsibilities and progress towards achieving the goals. The team leader should also encourage the team members to share their ideas and feedback on how to improve team effectiveness.

	
	
	If the complaint is legitimate, i would act right away to address the problem by making arrangements for the room to be re-cleaned in accordance with the guest's request. I will also see to it that the cleaning crew receives training to prevent future occurrences of the same problems (Tewari, 2009).
	I will promote open communication between the team and the visitors as the team leader so that any problems can be quickly identified and fixed. This   can help me spot potential concerns before they escalate by encouraging input from visitors.
	In order to improve the team members' abilities and expertise, I will also provide them options for training and growth. Training can involve instruction in both hard and soft skills, such as time management, problem-solving, and customer service (Rutherford, 2021).

	




	
	
	I'll make sure the cleaning crew has access to all the tools and materials they need, including vacuum cleaners, mops, and cleaning solutions.
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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: introduction 
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	Training Notes: Guest complains

	[image: ]


	Training Notes: guest experience and satisfaction 
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	Training Notes: Health safety
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	Training Notes: Employee engagement model
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	Training Notes: Conclusion 
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	Training Notes: References
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	Training Notes:
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             Introduction   • The housekeeping department plays a vital role in  maintaining the cleanliness and hygiene of a hotel  (George, 2008). • As a floor housekeeping manager, it is essential to  ensure that the housekeeping team is trained and  equipped to meet the hotel's brand standards and  maintain the health and safety of guests and colleagues  (Tra, 2020).  • This training presentation will cover the essential  aspects of the hotel industry in the context of Trinity  Hotel and provide guidance to the housekeeping team  to enhance their performance.   


image4.png
Guest complains

* The recent guest complaints have
highlighted the need for the housekeeping
team to improve their performance.

* Some of the common complaints include
untidy rooms, dirty linen, unpleasant odors,
and noisy corridors.

* It is essential to understand that guest
satisfaction is crucial for the success of the
hotel. Therefore, it is the responsibility of
the housekeeping team to ensure that the
guests' expectations are met ( Raghubalan,
2016).
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Brand standards

* Trinity Hotel has a reputation for providing
exceptional service to its guests. As a
member of the housekeeping team, it is
crucial to understand and follow the brand
standards to maintain the hotel's
reputation (Edge, 2022). The brand
standards include the following:

* Cleanliness and hygiene
* Guest amenities

* Quality of service

* Attention to detail
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Brand standards

* Cleanliness and hygiene: The housekeeping team should
ensure that the rooms, bathrooms, and public areas are
cleaned and sanitized regularly.

* Guest amenities: The housekeeping team should ensure that
the guest amenities, such as toiletries, towels, and linen, are
stocked and replaced regularly.

* Quality of service: The housekeeping team should provide
prompt and courteous service to the guests.

* Attention to detail: The housekeeping team should pay
attention to the smallest details, such as dusting lampshades
and wiping the TV screen, to ensure that the room is perfect

for the guests (Edge, 2022).




image9.svg
             Brand standards      • Cleanliness and hygiene: The housekeeping team should  ensure that the rooms, bathrooms, and public areas are  cleaned and sanitized regularly. • Guest amenities: The housekeeping team should ensure that  the guest amenities, such as toiletries, towels, and linen, are  stocked and replaced regularly. • Quality of service: The housekeeping team should provide  prompt and courteous service to the guests. • Attention to detail: The housekeeping team should pay  attention to the smallest details, such as dusting lampshades  and wiping the TV screen, to ensure that the room is perfect  for the guests (Edge, 2022).  


image10.png
Health safety

* In the hotel sector, the wellbeing and safety
of clients and employees come first.
Following the health and safety guidelines
is crucial for housekeeping team members
to avoid accidents and provide a secure
atmosphere for everyone (Selem et al.,
2022). The following are some of the health
and safety procedures:

* Chemical safety
* Fire safety

* Personal protective equipment
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Health safety

* Chemical safety: The housekeeping team
should be trained on the safe handling and
storage of cleaning chemicals to prevent
accidents.

* Fire safety: The housekeeping team should
be trained on the use of fire extinguishers
and evacuation procedures in case of a fire.

* Personal protective equipment: The
housekeeping team should be provided
with personal protective equipment, such
as gloves and masks, to protect themselves
from hazardous substances.
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              Health safety • Chemical safety: The housekeeping team  should be trained on the safe handling and  storage of cleaning chemicals to prevent  accidents. • Fire safety: The housekeeping team should  be trained on the use of fire extinguishers  and evacuation procedures in case of a fire. • Personal protective equipment: The  housekeeping team should be provided  with personal protective equipment, such  as gloves and masks, to protect themselves  from hazardous substances.    
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Engagement model

* Akeyelementineveryorganization's success is employee engagement. It
serves as a gauge of how dedicated people are to both their work and the
company. To aid firms in developing an engaged workforce, several
models have been created (Harter etal., 2002). The Gallup Q12 model is
one such example. Gallup has identified twelve essential components
that boost employee engagement in this approach.

e The Gallup Q12 model is a framework for employee engagement that
consists of twelve key elements that contribute to employee commitment
and satisfaction. The Rit«Carlton Hotel Companyis a best practice
industry example of how the Gallup Q12 model can be used to create a
highly engaged workforceRathet al., 2008). The company has a
comprehensive training program that sets clear expectations for
employees, a recognition program that rewards employees for
exceptional performance, and provides opportunities for growth and
development. The company also places a strong emphasis on
communication, with regular meetings to discuss performance, goals, and
feedback. By focusingon employee engagement, the Ri€arlton Hotel
Company has created a culture of high employee satisfaction, customer
satisfaction, and profitability. The use of the Gallup Q12 model provides a
framework for organizations to create engaged workforces and improve
their overall performance (Bridger, 2008).
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Conclusion

* In conclusion, the housekeeping team plays a vital role
in maintaining the cleanliness and hygiene of Trinity
Hotel. To enhance their performance, the
housekeeping team should be trained on the brand
standards and health and safety procedures. Following
the brand standards will ensure that the hotel's
reputation is maintained, and guest satisfaction is
achieved. Following the health and safety procedures
will ensure a safe environment for everyone. By
following these guidelines, the housekeeping team will
be able to provide exceptional service to the guests
and contribute to the success of Trinity Hotel.
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Introduction

* The housekeeping department plays a vital role in
maintaining the cleanliness and hygiene of a hotel
(George, 2008).

* As a floor housekeeping manager, it is essential to
ensure that the housekeeping team is trained and
equipped to meet the hotel's brand standards and
maintain the health and safety of guests and colleagues
(Tra, 2020).

* This training presentation will cover the essential
aspects of the hotel industry in the context of Trinity
Hotel and provide guidance to the housekeeping team
to enhance their performance.





