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	The ability to work well with others is essential in the housekeeping team.
1. Detailed Attention: In order for a hotel to be considered clean, the housekeepers need to be extremely thorough and make sure that every square inch of the hotel has been thoroughly cleaned. This requires wiping down, vacuuming, and scrubbing each and every nook and cranny that can be found (Bakhtiyorovich and Salimovna, 2020).
2. Effective Use of Time: Housekeepers are required to clean a predetermined number of rooms during each shift, and as a result, they must be efficient with their use of time in order to meet these expectations. They have to be able to organise tasks in a way that makes the most sense, clean effectively, and finish each responsibility within a predetermined amount of time (Shaw and James, 2019).
3. Strength and stamina under stress: Housekeeping is a physically demanding task that requires stamina, strength, and the ability to lift and move heavy objects. One must be able to pick up and place large items (Iacoviello and Charney, 2020). Housekeepers need to have the stamina to work for extended periods of time as well as the precision to perform routine tasks over and over again.
4. Best in Customer Service: Since housekeepers are the first point of contact for many guests, it is imperative for them to possess the communication skills necessary to effectively address any concerns or fulfil any specific requirements that guests may have. This requires having strong interpersonal and communication skills, a positive and professional attitude, and the ability to handle issues quickly and satisfactorily for visitors. Likewise, this requires having a positive and professional attitude (Ashton, 2018).
5. Cooperation: Housekeepers frequently work in teams, and they need to be able to cooperate effectively and positively with their fellow employees. In order to accomplish this goal, members of the team need to effectively communicate with one another, share resources, and work together to achieve predetermined sanitation goals (Hsu and Lan, 2019).
6. Ability to adapt: Due to the fact that the cleaning industry is continuously developing new tools and procedures, housekeepers need to be adaptable and open to new ideas. This entails being open to taking in new information, being able to adjust to changing conditions, and learning new information and skills as the situation calls for them (Ashton, 2018).
Because I have previous experience working on a housekeeping team, I am able to attest to the significance of these skills when it comes to delivering outstanding cleaning services to customers. The ability to pay close attention to details, effectively manage one's time, and persevere through physical challenges are, in my opinion, the most important qualities for this position (Ashton, 2018). These skills are essential in the hospitality industry, which places a premium on presenting a clean and inviting ambience to guests, so the ability to organise and clean up after guests is of the utmost significance. An appreciation of the fundamental concepts and principles that underpin the hospitality industry, as well as the incorporation of these ideas into one's decision-making and course of action, are necessary for putting theoretical knowledge to use in the business of providing hospitality (Shaw and James, 2019). As a result, this may help to improve the efficiency as well as the quality of the service that is provided to customers. It's possible that the hotel staff's familiarity with and use of general concepts of customer service in their interactions with customers could lead to a better experience for hotel guests. This could be the case, for example. After the management of a hotel has gained an understanding of the various marketing strategies that are successful, they may choose to implement those strategies more frequently in their hotel's promotional efforts. In the hospitality industry, having a solid understanding of the fundamentals is necessary because it paves the way for developing effective strategies and making reasonable decisions (Costa et al., 2016). Businesses in the hospitality industry, such as hotels and restaurants, may find that theoretical knowledge that is applied to the real world is beneficial. This is because the competition in this industry is extremely fierce. Knowledge of theoretical concepts is obvious to the success of those who work in the hospitality industry for a variety of reasons, including the ones listed here as well as others. Learning new things and staying current with the standards and innovations that have helped their field evolve into what it is today should always be among the advantages of working in a given field (Ndiuini and Baum, 2021).
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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 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?


	Dirtied bed sheets: It is possible that the linens, including sheets, pillows, and bath towels, have not been recently changed.
	· Cleaning crew did not give attention to little things.
· Short supply of clean linens.
	· Make sure the cleaning team has been taught the right way to replace and change linens.
· Make sure there is never a scarcity of clean towels and sheets for guests.
	· Create a routine for washing and replacing linens regularly.
· Always check the condition of the linens and replace them as necessary.
	· Provide ongoing training and education for the cleaning personnel.
· Training in the skill of restocking bed linens via practice and instruction.

	The muddled mess of dust and rubble:  The room may be dirty, with dust, cobwebs, and bits of garbage.
	· Lack of routine maintenance
· Have not been keeping up with the dusting and vacuuming, the dust has accumulated in the ceiling and behind the furniture.
	· Check that high and out-of-the-way places are being cleaned on a consistent basis.
· Cleaning employees should be given extra training in order to provide a thorough cleaning.
	· Set up a system of regular maintenance and cleaning routines for the whole hotel.
· Housekeeping staff should get further instruction on the value of careful and thorough cleaning.
	· Place a system to check on the hotel's cleanliness on a regular basis.
· Housekeeping workers should be given more guidance and training to ensure that they are doing a proper and complete cleaning.

	Spills and stains:  Spots, spills, and other stains may appear on the floor, furniture, and surfaces during the guest's stay.
	· Causing visitors to spill food or drink.
· Because the cleaning staff did not cleanse and sanitise anything they touched.
	· Instruct the cleaning team on the best methods for disinfecting and sanitising rooms and common areas.
· Fix the problem if there is a lack of tools or resources for cleaning.
	· Repeatedly replenish cleaning materials and inspect tools to ensure they are in good working order.
· Making guests know how to dispose of their trash to cut down on messy situations.
	· Establish a system of continuous training and improvement for the housekeeping team, focusing on the best practices for disinfecting and cleaning various surfaces.
· Workers may be encouraged to continue performing at a high level by receiving frequent feedback and praise.

	Poor hygiene: Visitor notices that the bathroom has not been cleaned or disinfected in a while, they may assume that the room was not given a complete cleaning.
	· Possible result of insufficient preparation.
· This might happen if the cleaning team does not pay close enough attention to detail.
· Because there are not enough cleaning tools or materials.
	· Make sure the housekeepers have been taught the right way to clean rooms.
· Find a solution to the problem of insufficient cleaning materials.
	· Assess and keep an eye on the cleaning routine often.
· Assist the cleaning personnel with extra training and resources as required.
· Maintain a steady supply of cleaning materials and replace worn-out or empty equipment.
	· Develop a system for continually evaluating the success of the cleaning efforts.
· Housekeeping workers should be given more guidance and instruction on the need of doing comprehensive and effective cleanings.

	Unpleasant smell:  When a visitor first enters the room, they may be hit with a musty, disagreeable smell.
	· Lack of air circulation might be to blame.
· Lack of thorough washing and disinfection by the housekeeping crew.
	· Fix any problems with ventilation
· Make sure the cleaning team knows how to disinfect surfaces to get rid of bad smells.
	· Cleaning and maintenance plans for the ventilation system.
· Housekeeping and guests should both be made aware of the need of maintaining a clean and sanitised environment.
	· Include in the housekeeping staff's ongoing development and training the teaching of correct procedures for disinfecting and cleaning surfaces to remove unwanted smells.
· To ensure that the standards remain high and provide frequent feedback and acknowledgement to the workers.

	Products absent: The visitor may discover that essentials like soap, shampoo, and toothbrushes are missing from the room.
	· This might happen if the cleaning team forgets to refill a certain commodity.
· As a result of theft committed by other guests or by hotel employees.
	· Housekeeping team should be instructed on how to properly refill supplies.
· Installation of a tracking and monitoring system to identify stolen goods.
	· Set up a method of keeping tabs on things
· Emphasise the significance of properly refilling things for the cleaning crew.
	· Keeping tabs on and evaluating how often things need to be restocked.
· Housekeeping workers should get more guidance and instruction on the need for appropriate refilling.

	Beds not made: It is possible that the bed was not made or set up correctly after being made.
	· This issue could arise if the housekeepers are careless.
· There is not enough time or workers to get it done.
	· Make sure the cleaning team is well-versed in the correct way to make and remake beds.
· In order to guarantee that beds are made correctly, it is necessary to address any shortfall of personnel or time.
	· Set up a method to track how often beds are made and reset.
· Help the housekeeping team learn the best practices for making beds by providing them with further training.
	· Provide in-depth instruction on how to make and remake mattresses via practical experience.
· Motivate the team to continually provide high-quality work by giving them constructive criticism and praising their efforts on a frequent basis.

	Messy: Rooms may become messy when guests leave behind soiled dishes or room service trays that were never utilised.
	· Possible results from guests not picking up their trash.
· Room was not cleaned adequately by housekeeping.
	· Teach guests the right way to put away their belongings.
· Invest in training for the cleaning team so that they can clean the rooms completely.
	· Remind visitors of the value of tidiness.
· Frequent cleaning and maintenance programmes to keep the space looking fresh and clutter-free.
	· Put in place a method of continually gauging the state of room cleanliness.
· Remind guests of the value of cleanliness.



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: In this presentation, as the floor housekeeping manager, and in light of the recent guest complaints, one needs to put together basic training for the colleagues within the housekeeping team to get the best out of them by guaranteeing the brand standard, employee management, and Health and Safety procedures (Stoyanova-Bozhkova, 2022).
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	Training Notes: Staff employees should learn the proper way to fold and tuck sheets as part of a bed-making training programme to reduce client complaints and maximise the quality of service provided. It is essential that all employees be aware of and adhere to all health and safety requirements in order to prevent contamination and maintain a safe working environment. This includes wearing gloves and using the correct cleaning chemicals (Bowie, 2018). If anyone wants to manage their workers effectively, One needs to inspire them to provide stellar service to customers and deal calmly and rationally with any complaints they get. Putting these exchanges into practice and expanding one's toolkit may do wonders for fostering a pleasant and productive work environment.
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	Training Notes: Employees need to know how to properly wipe off surfaces, remove dirt, and not make a bigger mess in order to clean effectively (Bui and Wangmo, 2015). There will be a focus on the proper and secure use of janitorial equipment such as dustpans, brooms, and mops. Staff training on the significance of adhering to set procedures and reporting any concerns to a manager is an important part of any effective employee management system (Boella, 2017). Personal protection equipment training, chemical safety education, and safe lifting practices are also important for a secure hotel. Taking these measures will aid in maintaining a sanitary and risk-free working environment.
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	Training Notes: Employees need to know the finest tools and techniques for removing a wide variety of stains and spills. This training is essential for an effective personnel management system and should stress the need of sticking to regular procedures and reporting problems to a supervisor (W Fakhry et al., 2022). Personal protection equipment training, chemical safety education, and safe lifting practices are also important for a secure workplace. A clean and safe environment is something we can all benefit from, and these measures will help get us there.
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	Training Notes: Employees need training on efficient cleaning procedures and processes to provide a clean and healthy environment for visitors. This includes using antibacterial cleaners and sanitisers as directed. Training is a crucial component of any effective staff management plan since it reinforces the value of sticking to norms and reporting problems to a supervisor (Cornelissen, 2020). Basic health and safety procedures, such as washing hands and the usage of personal protection equipment, should be taught to employees to further instil a sense of security and well-being in the hotel. Taking these measures will help guarantee a healthy and germ-free setting for everyone involved.
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	Training Notes: Employees should be taught to recognise the causes of unpleasant odours in the rooms and how to effectively eradicate them. For this purpose, one may need to use cleaning products and make use of ventilation, such as by opening windows and turning on exhaust fans (Back and Chan, 2015). Staff members are more likely to adhere to policies and come forward with issues if they have been given proper training as part of an effective employee management system. Workers should be trained in the correct use of PPE, the safe handling of chemicals, and safe lifting practices to reduce the likelihood of injuries occurring on the job.
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	Training Notes: Inventory management relies heavily on stock control, thus it's essential that employees know how to properly report stockouts and theft (Goh and Kong, 2018). In addition, staff members need to know whom to go to if they lose anything, so that they may get a replacement or place an order for extra supplies. An efficient method of managing employees involves stressing the significance of employees reporting problems and adhering to set procedures. Staff members should be trained in the safe handling of any chemicals or other potentially hazardous materials that may be utilised in the product replacement process. This will make the office environment secure and productive for everyone (Bridger, 2022).
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	Training Notes: Making beds correctly is a skill that should be mastered by all employees. The linens and pillows should be folded and fluffed so that the room looks presentable. It is important to communicate any issues to a manager and stick to the defined procedures if anyone wants to be part of an efficient management system. Safe lifting techniques and the right way to handle potentially dangerous materials like cleaning chemicals should also be emphasised in training (Sann .et al., 2016) This will guarantee that the personnel are safe and healthy when making beds.
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	Training Notes: Keeping the place clean and tidy is critical for health and safety reasons. A thorough training programme is essential for ensuring that all personnel have the skills and knowledge necessary to perform cleaning duties competently. Surface-specific cleaning techniques, product use guidelines, and emergency cleanup procedures should all be part of this training. Employees should be taught to report problems and stick to established protocols as part of an efficient management structure (Savolainen, 2018). Education on the correct use of chemicals or other potentially harmful materials used in cleaning is also important for the health and safety of personnel. Employees should also be taught the correct way to carry heavy objects in order to prevent harm to themselves and others.
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PROBLEM: SPILLS AND STAINS

* Methods for Cleaning: Workers need to be instructed on the best methods and supplies for removing various
stains and spills.

« Employee management model: As a component of an efficient system for managing staff, training should
stress the significance of sticking to routines and raising concerns with a manager.

* Health and safety procedures: Workers should be instructed on the correct use of PPE, chemical handling, and
lifting procedures in order to provide a risk-free workplace.
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PROBLEM: POOR HYGIENE

Protocols for effective cleaning: Employees
should get instruction in effective cleaning
methods and processes to ensure that all areas
accessible to guests are kept in sanitary condition.

Products for cleaning: To prevent the
transmission of germs and guarantee efficient
cleaning, staff members should be educated on
how to properly use disinfectants and sanitizers.

Employee management model: As part of a well-
rounded strategy for managing staff, training
should stress the significance of adhering to
standard operating procedures and raising
concerns with a manager.

Health and safety procedures: In order to keep
the workplace free from illness and injury,
workers need to be instructed in health and
safety practices including hand washing and the
use of PPE.
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PROBLEM: UNPLEASANT SMELL

ue: Workers need to be taught to identify the origin of foul smells and devise effective
strategies for eliminating them.

+ Utilisation of Cleaning Substances: Cleaning products may be used to eliminate smells, and staff members should
be instructed in their correct usage.

+ Ventilation: In order to rid the workplace of smells, employees should be instructed to open windows and turn
on exhaust fans.

+ Employee management model: Part of any efficient system for managing staff is providing them with training
that stresses the significance of adhering to policies and reporting problems to a supervisor.

* Health and safety procedures: Workers should be instructed on the correct use of PPE, chemical handling, and
lifting procedures in order to provide a risk-free workplace.
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PROBLEM: PRODUCTS ABSENT

« Controlling stock: It is important to teach staff on |
inventory management best practices, such as how [
to report shortages or missing items.

+ Procedures for the Replacement of Products:
Employees should be aware of how to replace lost
items, such as calling @ manager or putting an
order for more stock.

« Employee management model: An efficient
system for managing staff, training should
emphasise the need of adhering to established
protocols and reporting any difficulties to a
manager.

* Health and safety procedures: To provide a risk-
free workplace, staff should be educated on how
to deal with potentially dangerous substances,
such chemicals, that may be used in the product
replacement process.
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PROBLEM: BEDS NOT MADE

« Instructions for Making a Bed: Staff members need
instruction in bed making procedures, including how
to fold and fluff sheets and pillows.

Employee management model: As an element of an
effective management system for staff, training
should stress the significance of sticking to routines
and raising concerns with a manager.

Health and safety procedures: Safe lifting
procedures and the correct handling of potentially
dangerous products, such as cleaning chemicals,
should be emphasised during employee training in
order to minimise bed-making-related accidents.
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PROBLEM: MESSY

+ Cleaning Messes: All employees should get
instruction on how to clean various surfaces,
how to use certain cleaning solutions, and how
to respond to emergency situations requiring
cleanup.

+ Employee management model: As part of an
efficient system for managing staff, training
should stress the significance of sticking to
routines and raising concerns with a manager.

« Health and safety procedures: In order to
provide a risk-free workplace, staff members
should be educated on how to properly use any
chemicals or other potentially dangerous
products that may be used in cleaning up
accidents.
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INTRODUCTION

> As the floor housekeeping manager, and in light of

the recent guest complaints,

» Putting together a basic training for the colleagues
within the housekeeping team to get the best out

of them
« By guaranteeing the brand standard.
+ Employee management.

* Health and Safety procedures.
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PROBLEM: DIRTIED BED SHEETS

* Methods for Making a Bed: Staff members should be taught the right manner to fold and tuck sheets as
part of a bed-making training programme.

+ Employee Management: Inspire the staff to put their best foot forward while interacting with customers
and handling complaints.

+ Health and Safety Procedures: Avoid contamination by ensuring that all staff are familiar with and following
all necessary health and safety precautions, such as using gloves and the right cleaning chemicals.
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PROBLEM: MUDDLED MESS OF DUST AND RUBBLE

* Methods for effective cleaning: Workers need to be taught proper cleaning techniques so that they can wipe
down surfaces and remove debris without making more of a mess.

* Instances of Tool Use: Staff members need instruction in the safe and effective use of janitorial tools such
dustpans, brooms, and mops.

+ Employee management model: As part of an efficient system for managing staff, training should stress the
significance of sticking to routines and raising concerns with a manager.

* Health and safety procedures: Workers should be instructed on the correct use of PPE, chemical handling,
and lifting procedures in order to provide a risk-free workplace.





