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A housekeeper is responsible for maintaining cleanliness across both public and private facilities. A successful and effective housekeeper possesses a wide variety of skills, ranging from hard skills to various kinds of soft skills. These skills are deemed essential to provide high-value services to respective hotel guests by ensuring critical hygiene preferences of the guests are appropriately addressed. Additionally, proper housekeeping skills are necessary for guaranteeing requisite compliance is maintained with strict sanitation rules and regulations across different hotels (Garg et al. 2021). Accordingly, the key skills of a housekeeper are essentially defined by the major duties that are required to be performed. These include making beds, changing bed sheets, removing garbage, vacuuming carpets and curtains, cleaning pots and sanitising toilets. 
In view of the core housekeeping duties, key housekeeping skills that are required to be learnt include time management, attention to detail, communication skills, interpersonal skills and customer service skills. Time management skills are essential for completing specific tasks within a set deadline (Baker et al. 2019). Through developing effective time management skills, a housekeeper would be able to complete a specific set of tasks daily, while enabling smoother workflow and flexibility while working in teams. This would ensure various cleaning assignments are effectively completed, allowing greater appraisal to be received from upper management for excellent time management performance. 
Communication skills are required to maintain proper interaction with team members, managers and customers. According to Friberg and Midtbøen (2018), housekeepers are required to interact with a wide variety of customers on a regular basis. Therefore building proper communication skills would enable housekeepers to conduct appropriate and polite interactions with respective customers. Polite behaviour from staff is determined as one of the key factors that improve overall customer experience (Petrošiene and Ivanauskiene, 2019). Furthermore, effective communication skills are also deemed necessary to conduct effective interaction with team members, thereby allowing respective tasks to be completed in a coordinated and timely manner. Proper communication skills also enable housekeepers to effectively assist different guests in addressing various concerns and queries about the facilities and services provided. 
Coupled with communication skills, effective interpersonal skills are considered for a housekeeper. Interpersonal skills are also referred to as people skills and involve reading signals sent by other individuals and interpreting these signals accurately to provide effective responses (Warner, 2020). In this context, it is essential for a housekeeper to master certain key interpersonal skills, mainly including dependability, collaboration and accountability. Dependability skill involves being punctual and keeping promises to colleagues and clients. Accountability skills mainly refer to being able to effectively take responsibility for any situation and consequences with regard to the operations conducted. Furthermore, collaboration skills mainly relate to the ability to work efficiently within teams. Interpersonal skills are essential for a housekeeper to effectively manage various forms of discrepancies, confusion among customers and irregularities in the services provided. 
Effective customer service skills are necessary for housekeepers to provide the maximum value and positive experience to every customer. Customer service effectiveness is based on the approval of the clients (Li et al. 2021). Therefore, developing effective customer service skills would help housekeepers to gain significant recognition and growth across their respective careers. A high level of customer service skills would enable housekeepers to make clients happy, thereby gaining more favourable attention from the employer. In this regard, essential customer service soft skills that are required to be developed involve problem-solving, active listening and conflict resolution. Active listening skills are deemed essential for allowing effective identification of the key requirement and preferences of customers regarding the respective services and facilities provided (Dörfler and Kulnik, 2020). Conflict resolution skills are necessary for efficiently resolving any conflicts that customers may arise due to poor service quality. Furthermore, effective problem-solving skills would allow housekeepers to identify and resolve respective customer issues more effectively. 
Besides soft skills, a wide range of hard skills are necessary to be mastered by housekeepers. Common hard skills that are required to be developed include carpet cleaning, sweeping, deep cleaning, window treatment and infection control. On this account, improving these skills is essentially facilitated by participating in training and skill development programs conducted by the hospitality organisation (Ng, 2021). Furthermore, housekeepers should actively make use of different cleaning equipment to improve familiarity, thereby improving task efficiency. Additionally, maintaining good communication with customers and obtaining feedback is also essential for housekeepers to keep track of the key drawbacks in services, thereby allowing the focus to be placed upon improving skills related to such service areas.
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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?


	Dirty bed sheets
	Regular and timely change of bed sheets was not done
	Strictly instruct housekeeping staff to daily change bed sheets in every room
	· Provide strict instructions to staff regarding daily changing of bed sheets
· Ensure that the changed bed sheets are washed properly prior to being put on beds
· Communicate rules and regulations to housekeeping staff based on cleanliness and hygiene maintenance
	· Clearly define the roles and responsibilities of every individual housekeeper based on cleaning tasks.
· Ensuring proper rewards and recognition is provided for successful and timely task completion.
· Maintaining contextual communication to provide a better understanding of the core cleanliness and hygiene regulations of the hotel. 

	Unsanitary toilets
	Poor sanitation skills among housekeeping staff
	Provide initial guidance regarding maintenance of proper cleanliness and sanitation in toilets
	· Conduct basic and advanced training and skill development programs for improving key housekeeping hard skills among the staff
· Give instructions to perform a routine cleaning twice a week
· Ensure the usage of proper chemicals that allow maximum sanitisation to be provided without any adverse effects
	· Prioritizes well-being of every staff while conducting sanitation tasks through the usage of safe sanitation chemicals
· Prioritizes key cleaning and sanitization tasks that are required to be performed daily and weekly
· Build trust and team performance through encouraging frequent communication among team members 

	Uncleaned curtains
	Poor attention to detail skills among staff
	Change every curtain with fresh and sanitised replacements 
	· Promote improvement of attention to detail skills among housekeepers through maintenance of to-do checklists while cleaning respective rooms
· Take updated cleaning reports from every individual housekeeper daily
· Guiding housekeepers regarding maintenance of room aesthetics and ambience through different colour combinations of curtains and other room components
	· Provide autonomy across decision-making processes within every team
· Ensuring team meetings are conducted effectively and regularly
· Encourage feedback from every team member regarding any concern and issue that might be faced during work hours
· 

	Uncleaned floor and garbage can
	Ruoting cleaning of floors garbage cans were not performed and 
	Provide a new and fresh garbage can and vacuum the room carpet
	· Provide strict instructions regarding regular and timely garbage cleaning within every room
· Provide knowledge regarding recycling to ensure garbage is sorted and disposed of in a more efficient manner.
· Provide proper training on cleaning and vacuuming hard skills
· Provide guidance regarding the usage of different cleaning equipment for cleaning floors
· Provide extensive training on deep cleaning of carpets
	· Ensuring high efficiency in daily workflow through frequent and transparent communication among team members and managers
· Encourage teams to engage in proper planning and rapid execution of and respective cleaning tasks
· Implementing diversified and inclusive teams to generate greater performance in terms of housekeeping and customer service quality. 						

	Foul odour within room
	Proper ventilation was not ensured
	Instruct staff on properly ventilating rooms 
	· Provide training to housekeeping staff regarding strategies related to room ventilation and airflow
· Instruct staff on usage of key ventilation tools and techniques to be maintaining good airflow within respective rooms 
	· Encourage open communication within team members to ensure greater effectiveness in decision-making processes
· Ensure effective cleaning strategies are properly taught through collaborative training sessions to improve teamwork effectiveness



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: Sanitation and quality guest services 1
Providing quality guest services are essential for maintaining and improving the guest experience. Accordingly, a high level of guest experience would positively influence overall guest satisfaction provided. Following, knowledge of various blood borne pathogens would enable housekeepers to follow proper sanitation standards across every key housekeeping task (Palm and Kleinau, 2021). This would enable maximum health and well-being safety to be provided to the guests. Furthermore, following proper Lost and Found protocols would help customers regain lost items more efficiently, thereby further improving overall guest experience and satisfaction. 
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	Training Notes: Sanitation and quality guest services 2
The training regime would provide knowledge regarding recycling and reuse procedures. Recycling and reuse allow different garbage materials to be sorted and disposed of more efficiently (Lange, 2021). Furthermore, definite instructions would also be provided regarding safe working habits that would allow the health and well-being of both customers and staff to be effectively maintained. Well-detailed information would be provided regarding key employees' policies that are to be complied with while performing respective housekeeping tasks. Task lists for room attendants would be provided as well for that would allow greater attention to detail to be maintained across every housekeeping task.
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	Training Notes: Security and health safety standards 1
This training module would provide key information regarding various special cleaning requirements across certain rooms. Special cleaning requirements are mainly based on specific requests made by different guests (World Health Organization, 2020). Herein, the focus would be placed upon the development of active listening skills among the staff to ensure the key requirements and every individual guest can be properly identified and addressed. 
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	Training Notes: Security and health safety standards 2
Training regarding proper maintenance of housekeeping inventories would also be provided in this module. Housekeeping inventories mainly refer to stocks of equipment, operating supplies and other key items that are required for future use across housekeeping operations. Hence, providing training in the maintenance of housekeeping inventories would ensure key housekeeping supplies are always available in any situation.
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	Training Notes: Superior performance standards 1
Training on maintenance of superior performance standards is essential for providing a maximum positive guest experience. According to recent surveys, high standards with respect to cleanliness, hygiene and safety protocols are the topmost concerns of a modern traveler (Awan et al. 2021). In this regard, attention to detail skills is a necessary skill to be implemented through this training program based on the maintenance of superior performance standards. Attention to detail is necessary to keep respective rooms consistently clean and guest-ready. To improve attention to detail skills among the housekeeping staff, instructions on the establishment of proper checklists would be provided. Additionally, advanced communications training would be provided for the elimination of any form of miscommunication within teams and to ensure greater service performance and quality. 
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	Training Notes: Superior performance standards 2
Individual responsibility and accountability are other core skills that would be trained among staff through this training module. High accountability among housekeeping staff would ensure spotless facilities be maintained throughout the hotel grounds. Furthermore, keeping high cleanliness standards across every provided facilitation would positively influence the first impression of respective guests, improving overall satisfaction (Serhan and Serhan, 2019). The third standard that should be maintained involves consideration towards guest happiness. Herein, various strategies would be taught that can be used to maintain high guest happiness. In this regard, this training would ensure the development of key interpersonal skills of housekeeping staff. Proper interpersonal skills would be essential for determining and providing the core needs and preferences of individual customers, thus providing increased customer happiness levels.
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	Training Notes: Cleaning assignments 1
In this training module, specific training would be provided based on dealing with unusual guest room situations. Herein, key insights would be provided regarding various kinds of unprecedented situations that may arise during cleaning tasks. Accordingly, this specific training regime would ensure the development of proper communication and problem-solving skills among the housekeeping staff. 
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	Training Notes: Cleaning assignments 2
Through proper communication skills, the staff would be able to effectively communicate with guests to get any details regarding the unprecedented situation (Giousmpasoglou et al. 2021). Furthermore, high problem-solving skills would allow the housekeeping staff to properly understand the key risk factors within the unprecedented situation. This would allow more effective handling of such situations, improving the overall experience and satisfaction gained by the guests.
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	Training Notes: Digital communication technologies 1
Training on maintaining effective collaboration across diverse and inclusive teams would improve acceptance of different cultures among the staff. Diversity and inclusion within teams are known to have a positive impact on team performance (Randel et al. 2018). Additionally, increasing acceptance of different cultures would also be facilitated through providing key knowledge on the importance of team diversity and regarding various socio-cultural aspects. Furthermore, providing knowledge on diverse socio-cultural aspects would also help housekeeping staff to effectively deal with diverse customers' needs as per individual cultural and social standards. Hence, this training proves essential in enabling the staff to work effectively within an international environment, thereby improving the respective staff’s career prospects. 
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	Training Notes: Digital communication technologies 2
Training provided on digital technologies would help in greater efficiency to be maintained across the digital communication process. Additionally, digital skills would also improve the overall career prospects of every individual employee. As per Van Laar et al. (2020), digital skills are considered an essential qualification requirement by a wide range of employers. Therefore, this particular training would help respective staff to get numerous opportunities for career growth and development. Furthermore, the development of digital communication skills would allow seamless workflow to be maintained across remote working conditions as well. This would allow unprecedented situations similar to Covid to be effectively dealt with in the future.
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