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	From my what I have seen and experienced while being on placement, I have learned that there are various key skills required when working within the housekeeping team. To start with, communication, time management, consistency, willingness, patience, the ability to remain calm and attention to detail, these are a few of the major skills required in housekeeping, there is quite a lot soft skills involved. Time management is a key skill because housekeepers need to manage time properly within a set schedule to make sure they complete all cleanings on time. They need to be punctual to be able to complete the task efficiently within the timeframe (indeed, 2023). If you do not have good time management you will not be able to do the job properly because in all hotels there is a set time frame with which rooms need to be cleaned and ready by. In Premier Inn the rooms all need to be ready for 3pm as that is the guest check in time. From my experience I think that one of the main key skills is communication. Effective communication is essential to the success in the industry. Excellent communication helps to resolve conflict, avoid misunderstandings and miscommunications, and helps create an overall positive guest experience (Les Roches, 2023). Also, two of the key functions in any hotel is the housekeeping department and the reception team. These two teams are responsible to guest touchpoints (Optii, 2021). The housekeeping team need to let the front desk know which rooms have been cleaned and ready so then reception can log it into the systems as ready, in Premier Inn you do get guests quite a lot checking in earlier than the check in times, so if that information is not clearly communicated it would cause disruption for the reception team, the hotel and the guests. Also, any issues regarding the rooms such as maintenance gets passed on to front of desk so they can resolve these issues. As well as any guest complaints of the rooms will get passed on to housekeeping to ensure they are doing their job properly. In hotels the major part of revenue comes from the rooms, so housekeeping is a top concern. Cleanliness sets a first impression to guests for quality and demonstrates how much the hotel really cares about their guests stay (Bunzl, 2018). Housekeepers in the hotel industry are responsible for keeping the facility safe clean and comfortable for the guests, their job requires to clean the rooms, the bathrooms, change beddings and ensuring an overall clean appearance (Smith, 2017). In housekeeping it does require you to have patience so the task is carried out efficiently. It is very important to be consistent and have attention to detail as (Varner, 2022) points out “guests expect hotel rooms to be clean, but they look for clues that is not clean.” In Premier Inn every room in their hotels look the same so housekeeping need to make sure that while cleaning they are consistent so all rooms are left looking the same, this is Premier Inns brand standard. After the housekeeping team have finished the head of housekeeping or a member of staff from reception will inspect every room to make sure that it is up to standards and nothing has been missed or left out. As (Premier Inn, 2023) states that “Housekeeping teams in delivering our promise to our guests cannot be overstated. It is our teams that ensure guests are guaranteed consistently high standards and a great night’s sleep whichever Premier Inn they choose.” Housekeeping is one of the most important jobs in hotels. If the guest’s rooms are not clean or the essentials are not restocked then guests will have a negative impression on the hotel. They might never stay there again and write a bad review of the hotel. On the other hand, if a housekeeping team member goes above and beyond for the guest then they will have a positive experience which will inspire them to return again and again. Housekeeping team have a lot of responsibility towards the make or break of guest’s experience (Hotel tech, 2022). Teamwork is a top skill for any great housekeeper. There will be teams in every hotel. The ability to work in a team is a great skill to have. You should be comfortable with following orders and taking directions, make sure to help your colleagues out, housekeeping should be seen as a team effort. So, by working together and helping each other out you will see great standards achieved. Housekeeping requires a lot of skills to help give the perfect guest experience.
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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 room

	Maybe the housekeeping team rushed the job, time management issues
	Apologise to the guest firstly, offer them complimentary drinks and reassure them it was a mistake and will not happen again
	Communicate effectively with all team members, tell them that it is their job to make sure everything is done properly
	Make sure myself or the housekeeping team manager double checks the room before guest check in

	
Dirty room 

	A team member could not finish on time due to personal problems
	Find out why it has happened, is there any issues going on with the staff member
	Have a staff meeting with all the team, if there are any issues to let manager know before shift. Have a weekly staff meeting.
	Have regular progress meetings which will help keep everyone on the same page

	
Dirty room


	Could be miscommunication from front of house
	Get the team together and define the problem, ask them was if there was any confusion in the communication. 
	Ask the team why this happened in the first place. And put some measures in place
	Monitor the measures put into place and communicate regularly. Basic understanding of when we communicate can help prevent miscommunication

	
Dirty room

	A member of staff had too much workload
	Speak to the staff member who was cleaning that room. And see what the situation is
	Empower your staff, a crucial part of empowerment is giving appropriate and constructive feedback
	As a team leader you can assist those around you by helping them prioritise their workload and distribute evenly

	
Dirty room

	Could be lack of training of that team member 







	Train the staff according to the job role properly make sure they have done all adequate training 
	Ensure as a manger to keep a check list on staff training 
	Have regular training sessions with up-to-date information for the whole team




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: Hello everyone, today I will be doing a presentation on the tasks required for housekeeping. It will cover everything you have been trained in, on your online training as well. This is a refresher to make sure when you are cleaning the rooms it is being done to brand standards and we need to follow it in that consistency. 
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	Training Notes: Today we will be covering the duties involved in the job role. We will be looking at the 3S which is Strip, Sanitize and Setup, how the trolley and caddy should be set up before going in to clean a room, while doing this everything should follow the hotels brand standards. We will also be looking at the chemicals used for each task and the health and safety while at work.
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	Training Notes: To begin with is what is the housekeeping duties and everything you need before you enter a room. This involves the right trolley set up, replacing dirty linens and towels. Making the beds properly and making sure there is no marks or hair on the bedding. cleaning the bathroom properly and filling up the amenities and restocking toilet tissue and toiletries. If you come across any maintenance issues such a broken light bulb, leaking shower and so on let the maintenance department or front desk know so the issue can be sorted out. When you are doing all of this make sure you are upholding the hotels security standards and confidentiality. Its very important to respect the guest’s privacy and the do not disturb signs.
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	Training Notes: Firstly, we start off with the strip process. When we enter a guest room. You need to knock twice before entering the room, after entering the room wedge the door, open curtains and windows, remove shower curtain if it is due a change, empty the bedroom bin and remove towels and full bin liners to the trolley, check mattress and the mattress protector and change the protector if it is due, check pillow bag if strip is broken strip the pillows and lastly out with glasses, crockery and dirty linens. 
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	Training Notes: Next is sanitise. Dust/sanitise headboards, lights, switches, bedside tables and all bed area touch points, dust/sanitise desks, tv, remote controls, heating controls and chairs. Clean/sanitise consumable container/tray and kettle, bedroom bin inside and out. Dust/sanitise wardrobe and tidy hangers, pillow bag if it has been used, clean/sanitise hair dryer and electric sockets, bedroom mirror and door. Out in to bathroom lower water level and spray chemical in toilet, clean/sanitise toilet, sink, vanity unit, bath, shower, soap dispenser, shower gel dispenser, buff all chrome and clean/sanitise bath or shower tiles with super mop, clean/sanitise toilet paper dispenser, remaining walls, bathroom bin, mirror and door with super mop (blue pad) and bathroom floor with super mop (red pad). Remove dirty cloths and store in the trolley in a plastic bag. Out, collect caddy wash hands or sanitise gloves.
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	Training Notes: Lastly setup. Go in with clean crockery, bin liners, consumables, linens toilet paper and shower curtain. Hang fresh shower curtain if needed to be changed, straighten and set to standard, position towels to brand standard, put the bin liner in the bathroom bin, clean and top up toilet paper, shower gel/soap if required. Put the bin liner in the bedroom bin. Reposition crockery and consumables, put the sheet on the bed, put the pillowcases on the bed pillows, position to bed standard, put the pillowcases on the spare pillows and seal the bag and put it back, put the cover on the duvet, position the bed and tuck to brand standard. Hoover the carpet. Out, visually check the room, collect caddy and vacuum cleaner, leave and secure the door. Clean/sanitise door handle. 
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	Training Notes: Trolleys must be kept clean and not damaged. Trolley must not be overstocked. Each team member should have their own trolley. Spare cloths are available as part of trolley set up. Set up should include spare bottles of shower gel and hand wash. Each trolley should have 2lt refill for shower gel and hand wash positioned in the middle out of the reach of children. A clear sack for recycling. Linen trolley bags. Housekeeping team can have one bottle of drinking water on the trolley.  Caddies must be kept clean and never damaged. Caddies are set in line with current guidance. Each team member should have their own caddy. Spare cloths/pads are available as part of caddy set up. Caddies should never be left unattended
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	Training Notes: Always remember when you are cleaning the rooms it should maintain brand standards. Every room should look the same and be cleaned in the same way. Have attention to detail when positioning and setup of the room. So no matter which room a guest goes in it should always look all the same. 
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	Training Notes: Make sure before you start the job you know which chemicals need to be used for the required job. If you are unsure look at the task cards provided for each job. It will show how and which chemical is used. Also, when using chemicals use the right PPE such as gloves, safety glasses. The task cards will also show how long each chemical needs to be left for it to work. 
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	Training Notes: The health and safety of each team member is very important. Every one should have completed the online training which will have covered the control of substance. COSHH, the safety precautions, the storage, what to do when there is a spillage, all first aid measures and the fire safety measures, and everyone should know where all the fire exits are and what to do in case of a fire. Thankyou everyone if anyone needs any further assistance please do not hesitate to ask. 
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