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Component One: What are the key skills required when working in the housekeeping team?
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	Housekeeping teams are the hospitality  workers who have the responsibility to manage and maintain a particular commercial hotel or environment in order to satisfy consumer's needs and demands. It is essential for housekeeping team members to have knowledge of different skills, some of them which I possess is being defined below.
Organisation skills:  This is one of the most important skills which is essential for a housekeeping employee to have. It has been understood by me that with the help of this skill I can be efficient. I cannot only provide an environment in which consumers can enjoy but can also make things to get arranged in a proper and systematic way that will help in enhancing consumer satisfaction levels (Capua, 2021). Some of the organization skills are inclusive of folding towels, arranging things, hanging clothes in an appropriate manner. In addition to this, the appropriate duty of the housekeeper is inclusive of organising and maintaining the room environment and making sure that atmosphere is clean. For instance, while working in Premier Inn, I always assured that the room was clean, well-organised and the atmosphere is welcoming to the consumers.
Communication skills:  This is another important skill for a housekeeper to have. With the help of good communication skills, I cannot only interact with guests in an effective manner but can also identify the issues or challenges which they can face. This is one of the most important skills that helps a housekeeper  develop a strong relationship with not only clients but also with  team members and executives (Tra, 2020). Taking advantage of effective communication skill supports me to fulfil consumers request as per their personalized needs and demands. This also allowed me to communicate consumers requirements such as asking for additional towels, soaps or any other accommodation. With the help of this I can resolve their issues which helps in enhancing their satisfaction level.

Laundry skills: This is another important skill which a housekeeper should have. It has been outlined  that with the aid of having a strong ability to manage laundry, I create a welcoming environment for consumers. I can wash clothes, iron and fold them in a systematic order and also as per the consumer requirement (Lithgow and Lloyd, 2022). For example, while performing my responsibilities at Premier Inn  Hotel, I managed to keep the liner rooms tidy and clean by washing all the dirty beads cover, pillow cover and curtain ,and the dirty clothes that I've used for cleaning the rooms.
Presence of honesty:  A strong presence of honesty it is required when you work in housekeeping.This will support  not only maintain transparency but it also be helping to deal with conflicts. For example, while performing my work in Premier Inn Hotel, I damaged the cloth of a consumer. Hence, I admitted my mistake and apologised to my client on the instant basis.
Attention to every detail aspect: This is among the efficient skill which I poses that aids to keep in-depth detail of each and every responsibility which I conduct (Newpane, 2020). I pay close attention to my duty such as the consumer’s needs and demands, all the requirements which I have to fulfil and listened to my team members and guests.




Application of theoretical knowledge while working in the hospitality industry: 
It is essential for an individual to conduct their roles and responsibility as per the guidelines and practices. It has been evaluated by me that having strong housekeeping skills allows individual to  perform duties in an effective manner. This is a helping hand to overcome the challenges and offer consumer satisfaction in an effective manner.

Importance of the skills of an individual while working in a housekeeping team: 
By performing my roles and responsibilities and adhering to all the set standards and practices, it has been understood by me that, with the help of having proper knowledge and transparency during my housekeeping role I perform my work with great expertise. This aid me to provide consumer satisfaction. Furthermore, I also believe that by understanding all the skills and adhering to organization policies, practices and standards while developing strong relationships with others I accomplished housekeeping duties in a effective manner (Atbasi and Pürsün, 2020). Taking advantage of different skills not only provided me with a significant opportunity to work with others  effectively but also helped me to accomplish my roles and responsibilities in the appropriate time frame as per the organizational goals and objectives. It also provided me opportunity to manage consumers’ needs and demands which helps in enhancing their satisfaction level towards the organisation.
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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?


	
	
	
	
	

	
The condition of the room was not suitable because it was not clean.
	Due to limited housekeeping employees available at the time, this problem arose which created  adversity.
Not paying attention to detail.
Not sufficient training.
	In order to resolve this issue,additional numbers of housekeepers are needed at a particular time .
[bookmark: _GoBack]Frecvent training is necessary.
	It is essential to have a high level of transparency and honesty. I believe that with the help of making use of honesty, one can effectively overcome the issue 

	Rechecking the rooms before checking in the new guests.


	
Even after complain being made no housekeeper took the responsibility to clean the room.

	This issue was arisen due to a lack of communication between team members which also created misunderstanding and confusion. Due to miscommunication, challenges were created. No housekeeper was present there to clean the room even when the complaint has been made .



	It is essential for  consumer satisfaction  that the front desk department transmit and communicate every piece of information to the housekeeping department to ensure the timely resolution of issues.

	By making use of active listening skills and two-way communication with different departments, this issue can be overcome. This will help in executing all the roles and responsibilities effectively.

	Creating lists of safe steps to follow when cleaning and checking the rooms. Make sure that every department effectively conducts its responsibilities.



	
	
	
	
	

	
The problem can be related to a lack of communication     which generated consumer dissatisfaction.

	
It has been evaluated that laundry segment made certain mistakes which led laundry services to be ineffective as per the consumer needs and demands.

	
It is essential to create strictness and discipline from regular  rechecking of the rooms before the new guest check in.


	It is essential to conduct careful rechecking of laundry with the help of proper and regular monitoring measures.This will not only help in enhancing guest satisfaction but also benefit in executing work to appropriate standards.

	 Taking advantage of appropriate technology and two-way communication techniques  to make sure that consumer issues can be resolved in appropriate time frame.







 Component Three: 
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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Introduction


	Training Notes: It is evident that an effective idea will be provided regarding the necessary arrangements made for providing training to the employees working in the organisation. It will also involve a proper analysis of the problem faced by the guest. An effective overview of the procedures associated with the maintenance of health and safety is given. Certain measures will be provided for solving the guest problem. Certain success factor indicators will be identified to determine the success associated with the training facilities which were arranged for the workers.
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	Training Notes: A brief discussion about the analysis of the guest problem has been provided effectively. It was determined that the guest had complaint the fact that clean room were not provided. However, it was also evaluated that there was high level of inefficiency in the process of cleaning the room. This led to delay in the effective conduct of the laundry services. It was evaluated that housekeeping staff was very much inefficient and failed to provide solution to guest regarding their problem. It was also identified that Limited communication was present between the guest and the housekeeper which led to misunderstanding and confusion.
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	Training Notes: There are certain procedures which will be followed by the housekeeping staff and all other staff working in the hotel  to maintain health and safety. Firstly, different precautionary steps will be undertaken in order to prevent the occurrence of accident. Secondly, a well-equipped first aid box will be kept on every floor for emergency purpose. Thirdly, a yearly training facility will be offered to the staff members for enhancing their efficiency and skill. Fourthly, effectiveness will be identified  to comply with all the standards prevailing in the health and safety policy. Fifthly, a regular assessment of risk will take place to mitigate risk.
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	Training Notes: A brief Idea has been provided about the training facilities which will be arranged by the hotel. It is observed that the new employees of the organisation will be provided with an opportunity to work with the senior employees to develop their skills and knowledge. The employee knowledge will be enhanced by ensuring arrangement of meetings with the senior members of the organisation. Various experts will be appointed in order to train the employees. Proper level of education will be provided to the employees to maintain health and safety within the organisation. Discussions will be arranged to evaluate the employee's level of performance.
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	Training Notes: Some of the measures which will be undertaken to solve the problem of the guest are provided as follows.An effective level of discipline will be promoted within the laundry section. The housekeepers will be promoted to develop their skills to solve the guest’s problems. A maximum level of honesty will be developed among the housekeeping staff  to provide redressal to the guest. A separate department for customer service will be developed  to solve the customer complaint. Listening skills will be promoted  to ensure effective communication with the guest.
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	Training Notes: There are certain indicators for measuring the performance of the training facilities. These indicators are evaluated as follows. It has been determined that there has been a decrease in the employee turnover rate by 10%. However, an increase in the profit earning capacity of the organisation has been noticed by 5%. There is an improvement in the efficiency level of the employees by 10%. It has been clearly determined that the knowledge of the employees have been enhanced by 15%. Also we have recorded a decrease in the rate of absenteeism by 12% within the organisation.
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	Training Notes: An effective overview of the procedures associated with the maintenance of health and safety will be provided. A brief discussion about the analysis of the guest problem has been provided effectively. There are certain procedures which will be followed by the housekeeping staff and all other staff working in the hotel in order to maintain organisation standards. A brief Idea has been provided in relation to the training facilities which will be arranged by the hotel. There are certain indicators for measuring the performance of the training facilities. These indicators are evaluated effectively.
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