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Introduction
Housekeeping refers to the management that deals with the activities of the household (Whiting and Symon, 2020). In my opinion, there is a specific set of skills that are required to work with a team of housekeeping, considering that the hospitality industry is not the same as other industries. The hospitality industry provides services to its customers rather than goods or products (Thébaud et al., 2021).

Main Body
After doing research on my own, I have found that the skills required by the employees to work in a team of housekeeping are unique; for instance, one of the skills that are needed is to maintain cleanliness in all aspects. Because the hospitality industry serves hotels and restaurants where people stay or dine, I believe that it is necessary to possess the skills of cleanliness to sanitise and purify every necessary object to provide a better and more reliable experience to the customers. This set of skills has a very wide range; it is not only limited to vacuuming the floor of a room or corridors but sweeping, changing bed sheets, making beds, etc., all are covered in this skill set (Hurrell, 2016).
While studying this topic, I also found that, for every employee working in a team of housekeeping, it is significant to organise; the reason that I concluded this is that humans have a specific way of living that differs from any other species. Human beings live their lives in a very organised method, and since a housekeeping team offers household services, it is essential to lay it out in a manner that has been acquired by people since ages ago (Bhatnagar and Dheeraj 2019).
In my perspective, every employee working in a housekeeping team also needs to be able to do laundry. I believe so because it is evident that a customer staying in a hotel would not do his laundry on his own; however, that does not mean that he would not need his clothes throughout his stay in the hotel. In addition to all these skills, it is my personal judgement that the team members of a housekeeping team are also obliged to learn the skills of time management; I have made this opinion because performing all the duties assigned to a person would mean nothing if he has no knowledge or control over the time duration to complete that task. He would only be the reason for the delay for the customer as well as the staff and his team-mates.
As I have said before, the skills required for a housekeeping team member are very distinctive from the set of skills required by other fields; I was referring to the skill of dishwashing; I have found that the employees working under a team of housekeeping require to have a good knowledge or experience of washing dishes, as the customers of a hotel or a restaurant would not go into the kitchen and do their dishes on their own (Ng, 2021). Therefore, I found it a key skill to work as a member of a housekeeping team. Along with all these skills, the employees also need to pay attention to every small and single detail and make sure to deal with all of the necessities perfectly in order to enhance the experience of the customers so that they can be satisfied with their services. Whilst talking about the satisfaction of the customers, I would have to say that communication skills can also be proved to be very beneficial for the people working for a housekeeping team. It is because the behaviour of an employee with the customers would make a great impression on the customers (Lin et al., 2017). It would not be wrong of me to claim that the reputation and image of a hotel being developed by the people working in the team of housekeeping, considering these are the people that provide a good or bad experience to the customers, how they perform their duties, reflect the not only the standard of the hotel but also their culture (Bhatnagar et al., 2019). This is why developing the skills in an employee that is up to mark for housekeeping is important, as these employees are also responsible for the safety of the environment of the hotel as well as other injuries or mishaps that can occur during the stay of a customer (Khadka et al., 2017).

Conclusion
While concluding this writing of mine, I would say that housekeeping is essential for the hospitality industry. However, the skills required by the employees working in a housekeeping team are very rare. It is because they are responsible for providing their customers with the comfort of home. In addition to this, they also play a vital role in building the reputation of the hotel.
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – You have just been promoted to the team leader for a floor within the hotel. A guest complained 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?


	
Cleanliness concerns

	The cleaning staff failed to meet the standards and protocols set by the hotel. 
	I will keep an account of the room check-in and check-out and ensure that immediate cleanliness of the room is achieved after a guest leaves. I will also ensure that before a new guest arrives, the room is thoroughly checked.
	The cleaning staff of the hotel will be monitored, and a penalty will be applied to those who fail to meet the quality standards. A reward system will also be introduced to ensure that they remain motivated while working. 
	To improve team effectiveness, I will ensure that team-building activities are prioritised. 

	
Unpleasant odours

	The room did not have any diffuser or fragrance, and the washroom was also not cleaned. A new staff was hired for this purpose, which failed to meet the hotel’s requirements. 
	I will ensure that the new hires are provided with adequate training and that they are able to ensure that the room smells pleasant to provide a mesmerising experience. 
	Premium aroma diffuser systems will be placed in each room that will prevent bad odours. 
	To boost team effectiveness, it is important to make the employees part of the decision-making and provide them with ownership of task that helps yield effective outcomes and boost team cohesion.  

	Unprofessional behaviour of employees

	This may be due to the peak season, which requires excessive work demand, and a lack of training, further adding to the unprofessional conduct. 
	I will promote knowledge and establish some straightforward guidelines that will ensure that any work frustration or stress does not impact customer service. 
	To achieve this, the new employees will be made aware of the rules within their orientation session. This will help keep them aware of the consequences associated with policy violations. 
	To boost professionalism and team effectiveness, employee appreciation needs to be focused, and a check and balance based on the capability of the employees should be kept into account. This boosts team dynamics and ensures that employees remain satisfied with their work.

	Delayed services


	A miscommunication between the front-end and the back-end support system may cause delays in offering services to the guests. 
	To calm the situation and ensure that guests do not burn out, I will ensure to listen to their concerns with empathy and provide them with the surety that such a situation won’t occur in future. 
	The gaps in the communication that has been identified will be tailored effectively. I will also take notice of the fact that well-maintained automated services are established at the hotel that prevents any issues in communication and faster services are provided to the customer. 
	To improve team effectiveness, a reward system will be established and exercising responsibility to the workers will be fostered. This provides them with the opportunity to grow and nurture and ensures that they are able to enjoy shared responsibilities. 

	Ineffective management at the hotel led to poor customer service.


	A lack of leadership capability may be a major reason that leads to poor customer service and inefficient management. 
	Firstly, ensuring that leadership skills and capabilities are incorporated well; I will practise these skills. Furthermore, to prevent ineffective management, a readily available schedule will be followed to ensure that such hassle situations do not occur in future. 
	Creating a positive work culture and ensuring that the lines of communication are clear is an effective way to prevent ineffective management. Moreover, the delegation of tasks appropriately may also help in this situation. 
	I will ensure to provide every employee with a room to work in and will allow them to consider the hotel as their own and serve meaningfully. However, providing them with feedback is also an effective way to boost team 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: It is important for the employees to be well-equipped with the skills and knowledge requirement that helps them serve better to the customer. However, Lin and Lui (2019) provided that training improves the productivity and performance of the workforce and ensures that they are able to yield beneficial outcomes to the organisation. Investment in learning and development is also associated with increased revenue for the hotel industry and helps attain customer satisfaction. 
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	Training Notes: By specifying the guest's complaints, the focus is on shedding light on the issues and problems associated with the guest. By highlighting the possible guest complaints, the training program can be tailored to fill the gaps in the existing customer services and will also ensure that guest leaves the hotel satisfied. 
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	Training Notes: Before shedding light on the training program, it is important that the role of the housekeeping team for the hotel is identified. This is necessary as without a major focus on keeping the staff aware of their responsibility and importance; likely outcomes will not be achieved. Otis (2016) provided that the housekeeping staff at the hotel performs the cleaning task, which gives beauty to the hotel and makes it appealing to the eye. 
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	Training Notes: The training program provided to the housekeeping staff will ensure that the employees are aware of their responsibility and are able to recognise their importance in the organisation. The program will ensure that employees feel respected and valued, which will help them serve better to the guest. The modern guest requires personalised services; therefore, training in this regard will also be provided.
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	Training Notes: From the training program, the goal is to equip the employees with the right tools and techniques that will help them provide exceptional customer service. The housekeeping staff works to provide an aesthetic appeal to the guest room, and therefore, with the right training approach, a positive guest impression and word-of-mouth will be generated. 
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	Training Notes: Training to serve the customer and knowing about the responsibilities and skills is not sufficient to serve well at a hotel. The employees should also be aware of the health and safety protocols to protect the guest from any hazards or undesirable incidents. The employees at this stage being haphazard will affect guests’ experience. The employee needs to be confident and well aware of the reporting of incident procedure to serve the guest with the relative services. 
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	Training Notes: According to Chung and Byrom (2021), brand standard serves as a minimum requirement of service and product expectation in the eyes of the customer. The housekeeping staff is liable to ensure that brand standards are well-maintained, which will help boost brand equity and identity.
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	Training Notes: For developing and ensuring the effectiveness of the training program, the use of the Zinger model of employee engagement is appropriate. This is because the model sheds light on various elements of employee engagement, such as dedication and engagement. It highlights 12 areas that need to be followed by the management to achieve the desired results. 
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	Training Notes: The travel lodge hotel has been known to take advantage of the major elements of the Zinger Model. The hotel ensures to develop the employee both personally and professionally and boost their well-being.
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	Training Notes: Based on the discussion, it can be summarised that training is an important area for the success of the hotel, and therefore, it needs to be prioritised. This will help boost employee confidence, and they will be able to serve the customers better.
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TRAINING PROGRAM

« The training will allow the staff to prevent the rising guest complaint.
o Itwill not only focus on knowledge areas but will also polish key skills of the employees.

« These skill sets will help the staff to interact and show empathy with the guest (Khalimova
2020).

« Employees will be taught about time-management skills, and cleaning procedures will also be

guided.
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HEALTH AND SAFETY PROCEDURES

« Health and safety are a basic priority for the hotel
(Bonfanti et al., 2021).

o The housckeeping staff needs to be aware of the
health and safety protocols.

o This helps deliver the guest with a safe and sccure
living environment.

o The housckeeping staff should also be aware of the
chemical hazards and the procedure for reporting
incidents.
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BRAND STANDARDS AT HOTEL

o Brand standards are the sct of guidance that protects the integrity;

o The housckeeping staff also needs to take carc of the brand
standards.

® This means that a consistent set of services needs to be provided
to the guest.

o This helps boost brand cquity and promotes positive brand
identity.
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EMPLOYEE ENGAGEMENT MODEL

o The training program will focus on the Zinger

model of employee engagement. i

o The model emphasises leveraging connections to T
achieve better guest outcomes . and oy,
Priyadarshini 2021). o (=)

o The model also
of the workers.

o Thus, by linking the model with training arcas,
cmployee cngagement and dedication will be
boosted.

the finite encrgy level
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At Travel Lodge hotel, the management
makes use of the Zinger Model of employee
engagement (Salivioni 2016).

o This helps the hotel ensurc that cmployees’
voices are heard, and they are respected and
valued.

o Employee engagement at Travel lodge is
high due to this reason
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CONCLUSION

o For the success of the hotel industry, customer satisfaction is a priority.
o This can be achieved with a well-trained staff.
o Therefore cquipping the staff with relevant skills and knowledge is fundamental.

o The hotel will align the training program with the Zinger model to generate beneficial
outcomes.




image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




image2.png
INTRODUCTION

* Training is an important aspect that has a strong link with the
productivity and performance of the employees.

* With adequate training, employees are provided with the associated
skills and knowledge.

* This helps them serve better in a constantly changing environment.

* Training ensures to yield of beneficial employee outcomes (Lin and b Knowleqge Profiney
Lui 2019). Leam  yoouiedge

* The presentation aims at providing training to the housekeeping staff
based on recent guest complaints.
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GUEST COMPLAINT

e The hotel industry is highly customer-centric, and
therefore, guest services need to be prioritised (Simon et
al, 2016).

e The guest complaint that is focused on here is the guest’s
arrival to an uncleaned room.

o The guest room had a foul odour.

e This led to guest dissatisfaction, and the delay in services
further made the situation miserable.

e To prevent this, training is essential.





image4.png
ROLE OF HOUSEKEEPING

HOTELS

e Housekeeping is an important asset for the hotel industry.

e Their duties begin with the inspection of the room after guest
checkout (Choy et al., 2021).

e They clean the room as per the set protocols and standards of
the hotel.

o Furthermore, Otis (2016) provided that housekeeping provides
consistent, friendly, and professional services to the guests. [

e Any irresponsibility in this regard may leave a bad impression |_4
on the hotel.
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TRAINING PROGRAM

e A comprehensive yet effective training program will be
provided to the housekeeping staff.

e The program will ensure that the staff is prepared to work
in the cleaning and hospitality industry (Sharma and
Kauhsik 2021).

e It will not only guide with the superficial training
procedures; rather, in-depth understanding will be provided.

e The central focus of training is to boost customer
satisfaction and provide them with a pleasant atmosphere.




