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The house keeping team ensures that all hotel rooms are well kept and maintained to the quality required by the clients. The first skill required by house managers is to ensure that they are attentive and will spot all the details. The house keeping team should be attentive when cleaning the rooms and all spaces should be tidy. For instance, clean bed sheets, the room should be neat and windows should be freckles. The cleanliness in a guest’s room is what reflects the house keeping team quality level. Another skill required when working in a housekeeping team is excellent communication techniques when dealing with the clients (Martin, 2022). The housekeeping team has frequent interaction with clients as they come into the hotel and should communicate with utmost respect and etiquette. The primary objective is to ensure that the clients are impressed by how they communicate and response to all the complaints raised. The communication skills lay a huge role in ensuring that excellent relationships have been developed between clients and the housekeeping team. 

Flexibility is another skill that is required when working in a housekeeping team since it operates on a 24-7 basis. The housekeeping team can work either in the night or during the day depending on the tasks assigned. Therefore, flexibility is what will ensure that the housekeeping team has perfectly coordinated to provide quality services to the clients. being flexible means that all team members should be ready to work in the night or daytime shift as assigned by the supervisor. Another essential skill needed in the housekeeping team is patience while dealing with the clients. some of the clients might be quite difficult or complicated and a patient housekeeper will know how to respond to such clients (Martin, 2022). Hotels run based on the number of referrals received from the clients and that can be made possible by the housekeeping members. All housekeepers are required to accomplish their tasks to perfection despite challenges faced especially with the clients. The central objective is to ensure that the skills have been used in portraying the company’s mission and vision.

Another housekeeping skill required when working in a housekeeping team is vast knowledge of the cleaning equipment. The housekeeper should know the different equipment used in cleaning the windows, floors or when cleaning the guest bed sheets. Understanding how each skill works plays a huge role in ensuring that the housekeeper can quickly complete all the assigned tasks without making any mess (Martin, 2022). Furthermore, housekeepers should be open to knowledge improvement through training. The organization should hold training and skill improvement programs for the housekeepers. The central focus is to ensure that new knowledge has been developed for the housekeepers and that they would improve their services while working within the restaurant. Another essential skill is that an individual should be an active team builder and be ready to participate in the team assignment. Sometimes the supervisor might divide the team into different groups needed to accomplish the assigned task. Therefore, an individual needs to actively
participate in the group and positively related with other members to ensure collaboration in attaining the anticipated success.

Working independently without constant supervision is another essential skill needed while working with the housekeeping team. Each person should work to their level best in accomplishing the tasks given. Constant supervision indicates that the employee has minimal skills needed in the housekeeping department. Working independently means that an individual becomes accountable for the mistakes made or launches a complaint especially when dealing with faulty equipment. The housekeeper should also be attentive to the working environment and ensure that they have been provided with enough protective gears to minimize work injuries (Martin, 2022). The housekeeping skills are essential since they play a vital role in creating an impression and reputation for the organization. The clients will give an excellent review in those hotels where they receive excellent treatment and a clean ambience. Part of the skills needed is following all the housekeeping policies developed. The rules and regulations are what will govern the housekeepers as they accomplish their tasks. The team members comprehend the type of disciplinary actions that would be taken suppose they intentionally violate the developed policies. The housekeeper should actively use logic while accomplishing the assigned tasks to prevent unnecessary accidents or injuries. Logic helps the team develop different approaches to problems and develop alternative solutions. Possessing logic as a skill helps an individual in the housekeeping team to make well-research conclusions on a given matter within the institution.
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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?


	The room is not properly cleaned 
	The assigned housekeeper did not accomplish his task of thoroughly cleaning the guest room
	I am going to assign a new cleaner who will be attentive to every detail as stated by the guest
	I will assign a competent house keeper that has enough skills to clean a guest’s room to minimize any future complaints.
	I will urge the team to learn how to work independently without supervision using their skills to ensure client impression

	Lack of supervision on guest rooms after cleaning


	I was confident that the house cleaner I assigned will accomplish his tasks according to the skills he had.
	I am going to question the housekeeper and understand why the room had not been cleaned to the required standard
	I will always supervise each guest room on my floor to ensure that it has been cleaned according to the guest standards.
	I will develop a cleanliness standard form that should be followed when cleaning a guest’s room to prevent future complaints.

	Failed to analyze whether the housekeeper selected is competent for the assigned task.

	I believed that my assigned team has enough skills to accomplish all the house keeping jobs
	I am going to place the housekeeper under assessment to verify the skills mentioned in the application later
	I will only apply housekeepers who have experience in working in the housekeeping department and have enough skills
	I will develop a verification procedure for the entire housekeeping team to prevent such future complaints.

	


	
	
	
	

	


	
	
	
	




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 the hotel setting, different surfaces have varying levels of dirt and get contaminated at different rates. The amount of dirt on a particular surface is determined by the location and frequency of use. Hotel guests primarily evaluate hotel cleanliness based on the visual cues they observe in their rooms and hotel environment. Since guests continuously assess hotel cleanliness, the hotel workforce should work to ensure that they create a positive perception with their clients. This will increase guest satisfaction and encourage positive reviews, return clients and recommendations (Park et al., 2019, p.2935). Notably, since the onset of the COVID pandemic, cleanliness has become a determining factor in client selections of hotels. In some cases, clients have been willing to pay more for hotels they perceive to maintain a higher cleanliness standard. 
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	Training Notes: Almanza et al. (2015, p.12) note that hotel surfaces can be classified based on Frequency of contact and use. Based on this criterion, hotel surfaces are classified as high-touch or low-touch. High-touch surfaces are those that are most often touched using hands. These surfaces include switches and electronic controls, bathroom surfaces, handles and door knobs, beds and beddings, telephones, remote controls, and clocks. Low-touch surfaces are those that are rarely touched by hands. Examples of low-touch areas include mirrors, walls, and artwork. The housekeeping teams should treat high-touch surfaces as high-priority areas in their cleaning activities. This means these surfaces should be thoroughly cleaned after guests check out of their rooms. 
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	Training Notes: To create a cleaning standard within the hotel, in-house employee training will be crucial. The existing housekeeping workforce must be regularly trained to maintain and improve their knowledge, skills and abilities. Further, when new technologies are introduced, the workforce will be trained to ensure they can cope with the changes. Employee training will mainly be structured as coaching and mentorship (Das et al., 2021, p.998). Coaching refers to the informal training and development the immediate supervisor applies to act as a model for the trainees to follow. Mentoring refers to imparting skills and abilities by a superior in a given field to a junior member to nurture a competence standard. High-skilled and experienced housekeeping employees would be required to mentor new employees to guide them in meeting the hotel’s standards.  
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	Training Notes: Coaching and mentoring would aim to develop a cleanliness standard based on skills and competency in the housekeeping workforce to enable employees to work without supervision. This is because while housekeeping managers are tasked with ensuring high cleanliness standards throughout the hotel, it is impossible to thoroughly inspect all high-touch and low-touch surfaces for all employees (Ginthotavidana and Waidyasekara, 2022, p.57-59). This implies that employees should develop a personal cleanliness adherence standard through working without supervision. Working without supervision would help the employees become more independent since they would not need to be reminded about their duties, responsibilities and standards to uphold. Additionally, the workforce would learn to be responsible and accountable since they would have to rely on their decision-making skills when executing their responsibilities. Interestingly, working without supervision also serves to increase individual self-management skills. This is because the employees would have to determine the time requirements of cleaning different rooms and the division of their shifts among their assigned roles and responsibilities. 
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	Training Notes: In addition to personnel training, it is also important to ensure that the housekeeping workforce properly understands the key cleaning equipment categories used at the hotel. Generally, there are two main types of cleaning equipment used in housekeeping. These types include Mechanical cleaning equipment and Manual cleaning equipment. Mechanical cleaning equipment refers to cleaning equipment that requires electricity either as direct power or through batteries. In this category, the implements used in the hotel include vacuum cleaners, floor scrubbers, polish machines, and steam vapor machines. Vacuum cleaners are used to clean dusty surfaces and remove allergens. Vacuum cleaners can be used on carpeted surfaces or hardwood flooring surfaces. Floor scrubbers are used to clean stubborn stains on hotel floors. They can be used on stains where traditional moping does not suffice. These machines clean mats, dry tiles, carpets, and hard surfaces. Polishing Machines are used for buffing, brushing, polishing and shampooing surfaces. Rinekasari et al. (2019) state that polishing machines can be used on hard floors, concrete, and wooden surfaces. Steam vapor machines use steam to deep clean various surfaces in hotel settings. In the guestrooms, the machine can be used to clean bedsheets to remove any bed bugs and removing bacteria on bathroom surfaces. 
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	Training Notes: Manual cleaning refers to all equipment that relies on applying physical effort and technique to produce the desired results. The main types of manual cleaning equipment used at the hotel include abrasives, brushes, brooms, and microfiber cloths. Abrasives are sharpening stones and grit papers that polish metal and wooden surfaces. Brushes are used to eradicate dirt depending on the nature of the surface being cleaned (Jagmohan, 2013, p.138). Brooms are used to quickly collect dirt and non-sticky grime from surfaces. It can be used on concrete, metallic, and wooden surfaces. Microfiber clothes are used to wipe down various surfaces (Almanza Ghiselli and Khan, 2014, p.309
). They can be used on surfaces such as bathroom surfaces, glass, wood, smooth metallic surfaces and appliance surfaces. 
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	Training Notes: Asking for help can sometimes be a difficult process that requires an acceptance of one’s shortcomings and mistakes. However, this process can add value to the individual and the hotel (Mohammed and Kamalanabhan, 2020, p.783-785). Seeking assistance from team members can improve team morale. This is because asking for help demonstrates that individuals value and respect the input and experience of their workmates. This can develop a culture where individuals feel free to consult in difficult situations. This creates a positive work environment, developing a collaborative culture in the hotel workforce. Further, consulting can help an individual to leverage and learn from the team members’ experience and expertise and increase the quality of work done.
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	Training Notes: Other than determining the benefits of a consultation culture in the hotel, it is important to define situations when an individual can consult the team members. Firstly, individuals can ask for help when a mistake is made. If an individual makes a mistake and cannot rectify it, seeking assistance can create an opportunity to learn and improve the quality of work once the mistake is rectified. Secondly, individuals can consult when unsure how to proceed or if they believe additional expertise is required. This can prevent the presentation of substandard work. When asking for help, an individual step should summarize their challenge and the solutions they have attempted to implement. This information is necessary since it helps the individual you are consulting to fully understand the issue. The second consideration should be the expertise needed to resolve the issue. Understanding the needed expertise ensures that the person with the correct knowledge, skills and abilities to resolve the issue is selected. Finally, the timing should be considered. All employees are tasked with different roles and responsibilities, and while consulting is recommended, it should not prevent the work assigned to the individual being consulted. 
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	Training Notes: Hotel cleanliness is among the most important factors guests consider when selecting a hotel. Guests value a hotel with high cleanliness, especially in the high-touch areas. Hotels that showcase a high level of cleanliness record high consumer loyalty, positive reviews and a positive brand image. Notably, the level of cleanliness affects customer delight. Customer delight refers to the pleasure customers derive when their expectations are exceeded. This can incentivize them to spend more. As Zemke et al. (2015, p. 706-707) note, hotel guests are willing to pay more for room cleanliness. Since the onset of the Covid-19 pandemic, cleanliness has been directly associated with reduced disease contraction and spread. A clean guestroom serves your customers by ensuring they do not contract illnesses from hotel surfaces. Addressing cleanliness also ensures that health and safety standards are met. 
Besides catering to the client’s needs, hotel cleanliness protects employees. Cleanliness reduces the occurrence of slip incidents within the hotel premises. Slips and falls constitute the most common accidents experienced by housekeeping staff (Akkus et al., 2022, p.134). Cleaning can reduce these incidents by preventing the accumulation of dirt on surfaces. This can help address the situation since dirty surfaces are more slippery. Further, cleanliness can create room for more advanced safety precaution issues and prevent the loss of equipment. A clean and decluttered environment ensures that all elements are in their rightful place, which ensures that out-of-place items are identified and handled accordingly. 
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