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Key Skills Required When Working in the Housekeeping Team

Housekeeping departments are extremely important in today's hotel sector. Housekeepers clean guest rooms, maintain and serve public and special spaces, and, in many cases, operate laundries and recreational and health facilities. Housekeeping employees are also part of the entire staff of hosts and hostesses that greet hotel guests. When something goes wrong during the guest's visit, they exhibit worry and care, and they are fast to take action to set things right (O'Fallon et al., 2011) 
The housekeepers working as guest room attendants in a hotel generally clean and service for approximately 18 guestrooms each day. Works will generally include tasks such as bed making, vacuming, dusting and cleaning bathrooms (A., 2008) 
Attention to details – Housekeeping staff need to have an eye for detail and be able to spot even the smallest imperfections. They need to ensure that every room is cleaned to the highest standard, and all items in the correct place. I was tasked with changing and preparing the bedding in the hotel and while doing so keeping an eye on the linen for any marks was important. Occasionally even the clean linen has marks that have not been thoroughly cleansed by the machine, ultimately resulting in unhappy customers thus compromising the hotel's reputation. Evidently, guest surveys routinely rank room cleanliness as the most important factor in a hotel, underscoring the significance of the cleaning department (Walker, 2017)
Time management skills- A housekeeping staff need to be able to manage their time effectively to ensure that all rooms are cleaned on time (Kourmentza, 2022) 
From my experience in the hotel cleaning each room to a high standard is a time-consuming process. It needs a lot of planning and organisation. For instance, vacuuming all of the floors' hallways would take a long time. Starting from the top floor and working your way down simplifies the process and helps you save time and energy. 
Knowledge of the cleaning products I had limited knowledge of the right cleaning methods and the right way to do the bedding. I have realised that an effective housekeeper requires the need to have wider knowledge of the cleaning products and chemicals, and correct way to use them. With right training and housekeepers cleaning manual in place it would help me with my future job in the housekeeping industry. 
Strong interpersonal communication skills 
The housekeeper needs to keep in mind the privacy of the guest as sometimes the guests maybe in the room and does not want to be disturbed. Some guests have children in the room and prefer not to be disturbed early in the morning. This requires patience, understanding and good interpersonal communication skills. When the rooms have been cleaned, the front desk needs to be informed so that the rooms can be reserved for the new visitor. This requires a good communication and collaboration with the front desk team members. 
Physical Stamina – Housekeepers have one of the most difficult jobs in the hotel industry. They work long hours to ensure guest rooms and public areas are always clean and up to high standard (Walker, 2017)
[bookmark: _Int_9IHVf45q]The housekeeper requires to have a good fitness and stamina as these duties are physical and in a fast-paced environment. Good understanding of postures is important. The correct way of bending down when cleaning is important as it prevents hurting your back.
Diversity management - A housekeeping manager working within a multicultural workforce requires a variety of attitudes and skills. Important qualities include being open-minded, self-aware, resourceful, and demonstrating empathy. The housekeeping department is made up of a multicultural group with members from various racial and ethnic origins (Mullins et al., 2013)
One of the team members I worked with had a limited command of the English language, and she often struggled to communicate with other staff members. This encounter has made me aware of the issue of linguistic barriers and importance of learning English language in the housekeeping department. In conclusion the responsibilities of the housekeeping department are the maintenance and cleanliness of the guest rooms and public areas of the hotel. Thus, good knowledge of cleaning products, hygiene, health and safety and hotel standard procedures are important. They need to have good communication skills, organisational skills, attention to details, and being able to work in a fast-paced environment. The managers and executive housekeepers need to possess good leadership skills and organisational skills and be empathetic, patience and understanding towards team members as they are made up of multicultural background and may have language barrier and cultural difference. 
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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?


	Hazardous cleaning products left in the room
	Not being organised properly. Rushing the job to do the next room. The room was not inspected before the guest entering the room
	Remove the items straight away and inspecting all the rooms to ensure cleanliness and safety of the guest.
	Always make sure the room is inspected and have a great eye for detail while doing so. Make sure the room is inspected before the guest is taken to their room
	Inform the housekeeping members about the complaint. Before the duty starts in the morning, motivate and encourage them about how well they are performing but also remind them about importance of attention to detail and cleanliness. This will ensure the staff members are performing and doing their duties effectively.

	
Dirty shower

	Lack of training and knowledge of using the right product for cleaning the shower. Also, room has not been inspected prior to placing the guest in the room
	Apologise and inspect the extent of the problem. If the guest does not mind, they can stay in the room while someone cleans it properly as soon as possible. Follow up with the guest to check if it has been resolved.
	Remind the housekeeping team members of the importance of using the right cleaning product and methods of cleaning the right way and to the high standard.
	Provide a training material for the team members on the service standard. It could be visual or written. Also educate them about the cleaning products and methods of effective cleaning.

	
Leak in the toilet
	Move the guest to another room and provide discount or free meal for the inconvenience 
	 The leak has not been reported to the maintenance department. It was not followed through and lack of inspection
	More effective teamwork and communication management. Make sure the staff always reports any damages or leaks promptly to the relevant person or department. 
	Providing all team members with complaint management training will help guarantee that any guest complaint that gets reported will be addressed promptly and respectfully. Train the staff and remind them that any leaks, breakages and damage needs to be reported straight away. It is dangerous to not report these incidents and they may face warning if not doing so.

	
Bad odour in the room

	Lack of inspection and low standard of cleaning by the team member
	Inspect the source of the smell and move the guest to a different room and apologise for the inconvenience

	Proper training and use of cleaning products for bad odours can be implemented.
	Encourage the staff members and keep them motivated. This can be done by reward or employee of the month award. It has been proven to improve service standard if the staff is kept motivated and rewarded for the hard work.

	No towels in the bathroom
	The staff missed to put new towels in the bathroom as she was too busy and overworked. She was struggling
	Give the staff less rooms to clean and employ more staff members if necessary. Overworked staff is less likely to be carrying out duty to a high standard and prone to making mistakes.
	Check the bedroom and the bathroom properly after every cleaning duty. Employ more staff members if necessary and give the staff members more break.
	Focus on employee mental health and wellbeing. Ask the staff members regularly about their wellbeing or create a questionnaire where they can provide feedback about the workplace. Listen to them and provide them with extra help and support if necessary.




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:
Today I am presenting to you the importance of an effective housekeeping department and how we can improve our service.
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	Training Notes: This slide is an introduction to a housekeeping department and what housekeepers' main duty in the hotel is. As one of the biggest departments in the hotel with most employees, it is what makes the hotel exist. Without the housekeepers there will be no rooms for sale. The housekeepers are the most hardworking employees of the hotel as they are responsible for the cleanliness of the hotel guest rooms and public areas, which is one of the most important aspects of a successful hotel business.  According to guest survey cleanliness is one of the most important reasons for repeat customers.
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	Training Notes: These are some of the main duties that you will be responsible for in the housekeeping department.  Always make sure you are carrying out these duties to a high standard and also maintaining the hotel's brand standard.  Make sure any breakages, damage and safety issues, for example, faulty electrical equipment or problem with the air conditioning, are reported immediately to the maintenance department and that they are recorded on the computer. 
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	Training Notes: In this part of the presentation, you can see some of the key skills that are required to be able to work in the housekeeping department. As Charlie Adams Phd, professor from Texas Tech University mentioned 'perception is reality and cleanliness is always at the top of the guest's expectations. In housekeeping it is attention to details, the eye for the out of place. Your work is done mostly behind the curtains, out of the view, but appreciated when the guests enter to fresh towels, a made bed, and a flawlessly clean room.'
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	Training Notes: If the hotel is to run smoothly it is important to co-ordinate and communicate with other departments. No hotels can work in isolation. Always remember housekeeping is just one of the departments working towards the satisfaction of the guests and each department is dependent on others for the exchange of information. Friction must be kept to a minimum and always work with one another in a friendly and professional manner. 
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	Training Notes: Maintaining brand standard is important in the hospitality industry to stand out from the crowd and create loyal customers. The secret of great brands like The Ritz Carlton Hotel is being devoted to creating standard and maintaining brand standard consistency.  They stand out as a brand because of their service standard. It is important as a housekeeper to know the little details in the room that may sound unimportant, but it creates uniqueness to the guest and makes the experience special.  
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	Training Notes: The example from the Four seasons hotel teaches us to understand the importance of brand standards and how the employees are devoted to carrying them out. As Stephen Starr has mentioned in the book The Heart of Hospitality: Great Hotel and Restaurant Leaders Share Their Secrets 'Housekeepers can be so much more than just cleaners. They can also be a force for safety, security and much more'.   
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	Training Notes: When storing and handling chemicals, manufacturers' guidelines should be strictly followed. All chemicals should be kept behind locked doors. It is necessary to establish and adhere to an inventory control system. Chemicals are expensive, and personnel will be held accountable if they are misused. Before using bulk chemicals, they must be diluted.
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	Training Notes: Organisation in housekeeping department is important for the daily function of the hotel. It is a 24/7 department, and it can get out of control very fast. It oversees managing teamwork and co-ordinating with all other departments in the hotel to ensure that the rooms are ready for visitors when they arrive. Ensures that all sales instructions and requests are followed.
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	Training Notes:
Being "clean" is only one aspect of housekeeping. Effective housekeeping can help you simply eliminate various workplace dangers, which aids in accident prevention.  A cleaner and more organised workspace can also assist in boosting employee morale, enhancing productivity as the overall atmosphere of the company improves. Effective housekeeping is a continuous process. Keeping the work environment continually clean demonstrates that the hotel is committed to keeping employees and others safe.
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m Main Duties

Cleaning and arranging guest rooms

Washing dirty bedding, clothing and linen

Stocking and maintaining an inventory of housekeeping supplies
Receiving visitors and showing guests around

Dusting furniture or fixtures and polishing them

Scrubbing and sanitising showers, bathtubs, toilets, countertops and sinks
Vacuuming and cleaning carpets, doormats and rugs

Reporting breakages, damages and safety issues for repairs

(Housekeeper job description | indeed 2023)
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Key skills
required to
be an
effective

housekeeper

Skills and knowledge

persistence and determination
the ability to use your initiative

patience and the ability to remain calm in stressful
situations

to be thorough and pay attention to detail

to be flexible and open to change

customer service skills

knowledge of human resources and employment law
business management skills

to be able to carry out basic tasks on a computer or hand-
held device

(Housekeeper, 2023)
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Health §;1 Safety

Why is housekeeping important? ~
« Effective housekeeping can eliminate workplace hazards

« It can reduce hazards such as slips/trips and can positively affect
health by reduced level of dust

* Buildup of waste material prevents fire and accident

What should you aim to do?

D,

* Aim to keep the work area always neat and tidy

* Create a culture where desks/surfaces are kept clean, tidy and
regularly organised

* Ensure the corridors, passageways and public places are free from
obstruction and hazards

(Health and Safety Directorate, 2023)
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Front office department

The departments must communicate often with one another regarding
the status of the rooms.

« Lists of expected arrivals and departures for the day must be provided by
the front desk, and housekeeping must be notified as and when actual

i N arrivals and departures take place.

Co—ordlnat.lon of + Cleaned rooms must be reported to the front desk so they can be

housekeeping with assigned to the new guest (Firdaus, 2023)

other departments

Maintenance department

* The housekeeping department depends on maintenance to keep things in
order.

* In any instance during the duty, you may find faulty electrical plugs,
dripping faucets, leaking pipes, or faulty air conditioning. You must take
the first step to report to maintenance immediately (Firdaus, 2023)
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m What is Housekeeping

* Housekeeping is the largest department in terms of numbers of people
employed.

* They are responsible for making sure public areas and guest rooms are always
clean and up to standard.

* Housekeepers have the most difficult jobs in the hotel and work the long hours

* Housekeeping department is underlined by guest surveys that consistently
rank cleanliness of rooms to be the number one priority

(Walker, 2017)
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Importance
of Brand
Standard

Building and maintaining repeat customers requires brand
standard

* Astandard is anything from a tactic that helps you do your
job more easily (for example how to cut a lime efficiently)
to a brand standard (for example how to quickly answer
the telephone and particular greeting to use)

* As an employee, you are responsible for knowing every
standard that applies to your department

* The Ritz Carlton hotel say 'we use Asprey soaps in our
bathroom. These are the details that make up our brand
voice. They sound unimportant but if you walked in the
bath of the Ritz Carlton Hotel and found they provided
Neutrogena, it would feel like we had lost a bit of our brand
voice'.

(Solomon, 2018)
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TRINITY.

Organisation

* The executive housekeeper — assumes complete direction, operational control,
and supervision of the housekeeping, laundry, and recreation departments.

* The housekeeping manager —assumes primary responsibility for guest room
cleaning, servicing and reporting of the room status. Works under the direction
of executive housekeeper

* The laundry manager- assumes primary responsibility for the hotels in-house
commercial laundry, also acts as second assistant to the executive housekeeper.

* The guest room attendant- primarily responsible for guest room cleaning and
servicing in high standard quality and in compliance of standard
operating procedures (SOP)

(O'Fallon et al., 2011)
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m Handling of Chemicals

All purpose cleaners — They are safe to use on most surface as they are pH neutral. They normally
do not need to be rinsed, they do not leave a haze, or leave a streak

Abrasive cleaners — Normally contain detergent with bleach. Under no circumstances should
abrasive cleaners be used on fiberglass tub and shower enclosures

Deodorisers — If properly used, can improve a facility's public image and improve employee
morale. They counteract stale odours, leaving a clean fresh effect

Furniture cleaners and polishes — They are normally wax or oil- based product that contain
antistatic compounds

Hand soaps and detergents — handwashing is important component of personal hygiene for all
employees. To prevent dryness and cracks of the hand the housekeeper should stock only the
lotion soaps

Laundry Detergents — Laundry chemicals include concentrated bleach, antichlors, sours and fabric
softeners

(A., 2008)
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example The
Four Seasons

Hotel and
Resorts

+ Standard 1 A guest room door should make a specific sound when it
closes

A housekeeper at the Four Seasons Hotels and Resorts noticed while she
was cleaning the room next door that when a guest came out of the
room and closed it, it didn't make a specific click sound the hotel
prefers. She reported to the maintenance and eventually the engineer
adjusted the closing mechanism.

+ Standard 2 Defects should be reported, even across organisational
and functional lines

In any organisation this would be deemed as 'not her job' . Yet in fact
she thinks it is her job and used her awareness, time and effort to take
note and act on the details of a click on the door on a room she wasn't
even assigned to clean.

Standard 3 Conform to the guests schedule no matter how much that
inconveniences you

The hotel didn't call and ask the engineer when is he available to carry
out the repair but they acted upon it immediately to get it fixed during
the guest's course of stay so that the guest could experience the click of
the door (Solomon, 2018)




