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Introduction
Housekeeping management is responsible for the household affairs of a hotel; it is necessary to be effective because the hotel industry offers a place to stay to their customers while visiting an unknown place; therefore, the housekeeping services of a hotel have to be impressive to make a good image of the hotel in the eyes of the customer to improve the reputation of the hotel (Bhatnagar and Dheeraj, 2019). To achieve this purpose, I have made this report, which provides a combination of skills that are required to work with a housekeeping team.
Skills required for housekeeping team
I have identified that the set of skills required to work with a housekeeping team is unique and different from the skills required by employers in other fields. One of the most important skill sets that I have found to be present in a housekeeping employee is his ability to maintain hygiene. Through various experiments at different hotels, I have figured that people are very sensitive about the cleaning methods and the level of hygiene kept by a hotel since Covid-19. Therefore, it is mandatory for the employees of the housekeeping team to possess a good knowledge of hygiene. Another skill set related to the previous one and crucial for a hotel is cleanliness. I have come to this decision due to personal experience as I would not be pleased by the service of a hotel if it does not preserve cleanliness in their building. Hence, I believe it is significant for housekeepers to be efficient in cleaning. However, the area of cleaning does not consist of vacuuming and mopping the floor and wiping the dirt off the furniture only but also includes the laundry of the guests of the hotel (Aguilar-Escobar et al., 2021). Along with all these skills, a housekeeping employee needs to possess fire safety skills as well. In fact, in my opinion, it is one of the most important skills that an employee can own because emergencies can emerge at any time, and a hotel is a place where people might not be able to take proper actions within time; therefore, I found it essential that the housekeeping employees of a hotel should be able to deal with the situation in case of fire breakout (Tra, 2020).
In spite of having these hard skills to serve the hotel in the best way possible, I think there should be some soft skills as well that would be of great use to the housekeeping team of the hotel. One of which is the communicating ability of an individual. The reason why I believe so is that the employees working for a housekeeping team have to face and deal with the guests of the hotel at all stages; therefore, it is essential that the employees know how to communicate with the guests in a manner that would enhance the mental image of the hotel for the guests, which would eventually prove to be beneficial for the whole reputation of the hotel in the industry. I also believe that the housekeepers should be highly skilled in problem-solving because while working in a hotel, it is very common that big or small issues keep making an appearance and therefore, to deal with all of those issues rising regularly, an employee of housekeeping without this specific set of skill would not be able to survive for long; hence, it is essential that all of the housekeepers own the problem-solving skills (Espellita and Maravilla, 2019). Other than this, in my estimation, to work with a housekeeping team, it is also significant that the employee is a master in multi-tasking. The reason why I see it this way is that the customers staying in the hotel would not know about the skills of the employees of the hotel; they would just assume that a housekeeper would be skilled in performing all of the activities of the housekeeping services; in addition to this, there would not be only one or two guests staying in a hotel at a time, there would be numerous people residing at the same time (Nguyen, 2018). Therefore, it would be a routine in the hotel that many customers need different housekeeping services at one time. To my mind, it would not be an easy task to do so if an employee does not possess the skill set of multitasking.
Conclusion
In a nutshell, in this report, I have described some of the skills that are necessary to work with a housekeeping team. The employees need to be highly skilled in these skills as the reputation of a hotel is majorly based on housekeeping services.
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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 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?

	The guest is angry at the hotel staff and would most probably never repeat their stay.
	Their anger is justified because they found their room unclean. I understand as a fellow human being that when you check in to a hotel by paying money, you expect your room to be tidy, especially since it might create hygiene issues. Hence, the guest has every right to be angry.
	I would first listen to the angry guest with empathy. If they felt heard and understood, they would calm down. Then, once the complaint is produced clearly, I would send the housekeeping staff to clean the said room. I would then apologize to the guest for all the inconvenience we caused.
	To prevent such a scenario from ever occurring again, a thorough once-over would be needed for the entire floor assigned to me. This means that a vacant room must be checked to ensure it is all clean and equipped with necessities before a guest can check in. The housekeeping staff plays an important role here, so they would be trained.
	Training is necessary in this case, so all the members of the team responsible for my floor would receive guidelines from me. I would also keep monitoring their performance.

	The room before arrival was unclean.
	There are several reasons why this might have happened. First, the housekeeping staff might have needed more time to keep track of every room. Second, the team must have thought the room was clean, but their standards did not match the guest. Third, a guest just left the room, and the team did not have enough time to clean it before another guest checking in.
	Get the targeted room clean and then ask the housekeeping staff to ventilate every unoccupied room so guests can find a fresh-smelling room upon arrival.
	Before the start of each work day, I will personally check every vacant room to ensure they are all clean and fresh. If a dirty room is identified, I will immediately call a housekeeping member to clean it.
	I will teach my housekeeping team the importance of cleaning an empty room. However, I will ensure that this issue was not their fault and will empathize with them instead so they will listen and feel motivated to follow my orders.

	The housekeeping staff is incompetent.
	A lack of training, distractions, and disengagement with the job must have made the team incompetent.
	At the start of each day, I will gather and inform the housekeeping team of their duties. For instance, one member might have to straighten all vacant beds; another might have to open windows, etc.
	By being an empathic leader who listens and understands rather than blames the team members for their inadequacy.
	Training and reward system will help the team be effective and not overlook any task.

	Other guests might overhear the ringing complaint.
	The angry guest’s voice might travel to other rooms and the lobby. This might weaken the hotel’s reputation.
	I will isolate the dissatisfied guest in a room separate from the main hotel floor or lobby so the conversation can continue in a private place.
	I will make it clear that if any guest has complaints, they will have to report to my office rather than shouting at the front desk agent.
	If I am not present, the housekeeping team will be trained to lead a dissatisfied guest in a private room so their voice cannot travel and disturb the others.

	Inadequate usage of AI
	The hotel is not up to date with the latest technology. AI is not used to keep track of guests checking in and out.
	With the help of software, I will ensure every vacant room is clean. I will also evaluate each guest with this innovative strategy so their requirements could be met before they even ask.
	Recommend AI to the other team members and the hotel managers and why it should be considered.
	Performance evaluation systems with tracking software can help me monitor the team’s operations.



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: Regardless of the image and size of the hotel, the housekeeping staff is like the backbone of the hotel industry. This is because a clean and hygienic environment is the first appealing point for the customer and also boosts brand image. To maintain the quality and ensure that housekeeping staff is well aware of their responsibilities, the focus on the training program is necessary. Training allows to polish staff skills and deliver better organisational outcomes. 
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	Training Notes: A negative customer experience can harm the reputation of the brand and can also decrease the online rating of the hotel. The guest complaints that are under focus are based on the arrival of the guest to an uncleaned room. However, the focus is mainly on highlighting the guest’s complaints that are mainly caused as a result of poor performance of the housekeeping staff to ensure the delivery of personalised training programs to meet the changing customer requirement. 
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	Training Notes: Based on the identified guests’ complaints, it is necessary to shed light on some major roles of the housekeeping staff before providing insights into the training program. To some people, housekeeping immediately brings an image of cleaning surfaces and floors, organising clutters and removing dust. However, their role is much more as they are crucial to workplace safety, improve morale and productivity and creates a good impression on the guests.
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	Training Notes: The focus of the training program will be to allow to indulge the new staff in job shadowing activities. This will help in boosting their performance, and they will be able to deliver better outcomes. Additionally, it will also help develop their right skills and competency and will motivate staff to remain engaged in the organisation for longer periods.
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	Training Notes: Job shadowing is mainly tailored for the new employees; however, for the existing employee serving in the organisation for a longer period of time, a 3-day workshop is suitable. This is because of the various important concerns and responsibilities of the housekeeping staff. The workshop will ensure to cover broader topics in an engaging and fun way to ensure that the message to be conveyed reaches the minds of the housekeeping staff effectively.
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	Training Notes: The brand standard serves as a guide or quick reference to the brand. The company following specific brand standards ensures to protect the feel, look and integrity of the hotel. However, the housekeeping staff needs to keep into account the brand standards when working to uplift brand identity. 
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	Training Notes: Maintaining cleanings standards is not sufficient to fulfil the role of housekeeping; rather, a focus on health and safety standards must also be assured. The health and safety protocols need to be followed to ensure guests’ safety and protect them from any undesirable situation. A well-trained employee remains confident in an incident situation which boosts guest satisfaction.
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	Training Notes: The selected model to be evaluated is the Zinger Model. The model focuses on the finite energy of the employee that allows them to attain genuine work happiness and engagement. 
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	Training Notes: When evaluating the industry example, Marriott can be considered as they are known to treat their customer well. The organisation believes that if employees are not satisfied with the work, they will never be able to deliver a better customer experience.
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	Training Notes: Overall, training is essential to be prioritised to update the employees with the changing requirement. By keeping an eye on the employee engagement model, beneficial and satisfactory outcomes can be attained. 
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TRAINING PROGRAM

For the older employees, a 3-days workshop will be
conducted.

Spellacy et al. (2021) provided that workshop provides a
space to discuss problems, brainstorm ideas and develop
solutions.

Based on the guest complaints, the workshop will engage
housekeeping staff in an interactive manner.

‘Workplace safety, cleaning standards, and delivery of
dialogues to the guest will be prioritised.

The goal is to well-equip the employees with the right
tactics to serve the customers well.
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BRAND STANDARDS

« According to Chung and Byrom (2021), brand standards are essential to be
maintained as they provide consistent customer experience.

« It also serves as a minimum service expectation in the eye of the customer (Liu et al.,
2020).

« Therefore, housekeeping staff should focus on brand standards when performing
their role.
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HEALTH AND SAFETY STANDARDS

For the success of the hotel, health and safety protocols are a basic priority.

Housekeeping staff should be knowledgeable about these standards (Rosemberg
2020).

This is essential as it helps deliver a secure and safe hotel environment.

Reporting incidents and preventing slips and falls is also part of the housekeeping
role. \
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EMPLOYEE ENGAGEMENT MODEL

« The training program will be tailored as per the Zinger
Model of employee engagement.

« The model focuses on boosting employee motivation
to ensure that they are able to serve guests well.

« The model assists in creating a better workplace - ﬁ:;:f:u

structure (Hussainy 2020). R
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EMPLOYEE ENGAGEMENT MODEL

« Marriott makes use of the model to ensure that employees
are well-engaged in the organisation.

= The organisation focus on three main areas:

-Treat employees the way you desire the guest to be

treated.

-Align the employees around organisational purpose.

-Prioritize the mental and physical well-being of employees

(Forbes 2020).

« This helps Marriott maintain employee engagement.
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CONCLUSION

« Hotel industry, being customer-centric, should minimise guest complaints.
« Well-trained staff equipped with knowledge and skills are a basic priority.
« The training program will be maintained through the lens of the Zinger Model.
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INTRODUCTION

Housekeeping staff is a major aspect of the hotel industry.
They ensure the maintenance of a hygienic and appealing hotel
environment.

To ensure that housekeeping staff are able to serve in the
changing environment, training is necessary.

Training helps aware the staff of their responsibilities to serve
better (Singh et al., 2019).

It also helps yield beneficial organisational outcomes and boost
customer satisfaction.
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GUEST COMPLAINTS

The hotel industry being customer-centric is largely influenced by a negative remark
attained from the customer.

The guest complaints focused on in the current presentation are based on the
unhygienic standards of the hotel.

This can be attributed to the failure of the staff to perform their duties well.

An uncleaned room can ruin customer expectations and experience (Nangpiire et al.,
2022).
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ROLE OF HOUSEKEEPING TEAM

Housekeeping duties begin from room inspection after guest checkout.

They also clean the room as per the maintained standards of the hotel.

They also ensure to provide professional attention and a cheerful experience to the
guests.

Kumar et al. (2021) provided that housekeeping staff also provide comfortable
services to the guest.
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TRAINING PROGRAM

The training program will be tailored to train the new employees.
This will be achieved with the aid of job shadowing.

Rony et al. (2019) provided that job shadowing serves as on-the-
job training.

It allows an employee to follow the other worker performing the
role.

It is an excellent approach to learning and adapting to valuable
skills.

It also improves skills, knowledge and a better understanding of
the job role.





