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Skills can be defined as the capability to use the knowledge in an effective and readily manner while execution of the performance (Lorentz and et.al., 2019). An important role is being played by skills as it assists an individual in improving the attributes as well as quality (Andrews and Russell, 2021). Development of the skills can also help them maximise their potential and assist them in achieving their goals in the desired time frame. In this report, a brief discussion has been given about the key skills which are required while working in the housekeeping team.
[bookmark: _Toc135685407]Housekeeping skills 
Housekeeping skills can be defined as the capability of a housekeeper to do their job in a skilful manner (Nimri and et.al., 2020). There are numerous duties that are being performed by the housekeeper, such as making beds, changing sheets, washing clothes, recycling, and removing garbage, and many others. Some of the essential housekeeping skills that are required to do the above stated jobs have been highlighted below -
· Time management skills - One of the major duties of the housekeeper is to complete the specific task every day. In order to do so, they must have to manage their time in an effective manner and must also try to avoid delays.
· Communication skills - In the hotel industry, the housekeeper has to interact with a diversified range of guests on a daily basis. They also need to communicate with the rest of the department as well as members in the team. In order to do so effective communications can play a key role as it helps the housekeeper in addressing the needs and wants of the guests as well as colleagues in a polite and appropriate manner.
· Customer service- A housekeeper must have an excellent customer service capabilities in order to become successful in their career as their work is based on the approval of the clients. In order to impress the customer, the housekeeper must enhance the amount of dedication at their work. 
· Flexibility - The housekeepers need to work in a variety of schedules depending on the requirements of the guests (Alcalde-González, Mozo and Bustos, 2021). They had to finish yesterday before the arrival of the guest and must and must assist them during their stay. Adaptability might assist the housekeeper in taking additional duty as well as earning more money and income.
[bookmark: _Toc135685408]Personal Reflection 
While working in the industry I felt like that all the above skills plays a key role in attaining growth and success. During my work at Hotel Premier inn, I have analysed that in hotel we must communicate with the staff members, customers as well as the top management in a polite and proper manner.  I have also realised that I have good communication skills, and it results in good interpersonal relationships with the co-workers as well as guests. I have got to the conclusion that I lack time management and I was not able to manage my time in a proper manner and sometimes that lead to a delay in fulfilling the demand of the customers, this means unsatisfied guests. In order to work effectively in the housekeeping department of the hotel, I have also developed the skill of adaptability and flexibility. These skills set has helped me in fulfilling the duty in an effective manner and it has also helped me in gaining a competitive edge over others in the market.
[bookmark: _Toc135685409]Importance of housekeeping skills in the hospitality department 
An important role is being played by the housekeeping department. The department is responsible for ensuring that the needs and wants of the customers are fulfilled. The department is also responsible for cleanliness, upkeep, and maintenance of the rooms, public area back area, and the surrounding, etc. The experience of the hotel is decided by the services which are being provided by the housekeeping department and it has the hotel in charging fair compensation as well as get repeat business from the customer (Tavitiyaman and et.al., 2022). Hence, it can be stated that effective housekeeping departments are responsible for creating a loyal customer base, which leads to enhanced profitability for the company.
From the above report, it has been concluded that skills play a key role while working in the housekeeping department. The skills which are required to work in the housekeeping department have been briefly highlighted in the report, such as time management skills, communications skills, customer service flexibility, etc. My personal experience while working in the industry as well as the importance of these skills in the hospitality department has also been briefly discussed in the report. 
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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?


	Stains on the sheets


	Missed on room check
	Apologise. If there are no housekeepers around, will change it myself.
	Check the sheets thoroughly
	Give praises and incentivises

	Toilet broken

	Wear and tear
	Apologise and move guest to another room
	It is not possible, things breakdown
	Hire wisely and outline expectations

	
Iron is burning clothes

	 Iron may be faulty, or guest did not set it right 
	Apologise and ask why it happened
	Check irons regularly
	Check and replace when needed

	
Not enough pillows

	Did not knew they were needed
	Apologise and ask one of my colleagues to bring more
	Check the system before starting work
	Build strong rota

	
Kettle is broken

	Wear and tear
	Apologise and replace it
	Check them regularly
	Store all spares near reception




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:
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	Training Notes: 
· The impolite behaviour of the staff members can spoil the mood of the guest and it can lead to loss of profit in the long term (Cottrill, 2017). As these people can put negative reviews about the hotel and by checking the online reviews and comment cards some people might not book the hotel. 
· It is important for the staff members to have an appropriate clean and ironed uniform as it will create a good impression on the guest.
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	Training Notes:
· In order to maintain the revenue and profitability it is very important for the hotel to enhance the experience of the guest. It will help the hotel in retaining them (Jones and Siag, 2019). For doing so the hotel must take the measures to overcome the issues faced by the housekeeping department. Some of the measures that has been taken by the Hotel Trinity has been highlighted in the slide above.
· With the help of technological advancement will assist the hotel in gaining the information about the customers and it will assist the hotel in fulfilling the needs of the guest easily and efficiently. 
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	Training Notes:
· Housekeeping is an important factor for ensuring the safety of the employees in an organisation. Good and effective housekeeping department help the hotel in reducing the hazards at the hotel and it provide a safe and secure environment for the employees (Jaykumar, 2020). Some of the best practices of housekeeping department has been highlighted above
· Engagement of the employees will help in enhancing the productivity and performance.
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	Training Notes:
· An important role is being played by the employee engagement as it helps in improving the work culture, mitigating the turnover, enhancing the productivity and develop a better relationship. High employee engagement also helps in enhancing the profitability of the business organisation.
	



	
[image: ]





	Training Notes:
· The JD- R model has been listed above
· They are defined as the elements which are related to the job whether physical and psychological and cost something to the workforce.
· In order to engage the employee effectively it is very important for the hotel to provide them with the necessary resources as per the demand of the customers (Bauman and Iwata, 2017). With the abundant resources the employees can easily achieve their potential, perform well, and feel supported.
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	Training Notes:
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	Training Notes:
· There are numerous benefits which are related with the effective housekeeping. Some of these benefits has been mentioned above
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	Training Notes:
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	Training Notes:
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Housekeeping issues

From the complaints of the guests, it has been analysed there are
various issues at housekeeping department of Hotel Trinity. Some of
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» Unprofessional Staff look — Along with the bad manners the
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negative reviews (Ohlin and West, 2021).




image5.svg
                                                                        Housekeeping issues  From the complaints of the guests, it has been analysed there are various issues at housekeeping department of Hotel Trinity . Some of the issues has been discussed below –  Bad mannered staff – One of the most common housekeeping issues which is faced by the customers are the bad - mannered staff .  Unprofessional Staff look – Along with the bad manners the inappropriate and unprofessional look of the staff also leads to negative reviews (Ohlin and West, 2021 ) .   
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                                                                        Overcoming of the housekeeping  issues   Communicating with the staff – For fulfilling the needs and wants of the customers it is very important to communicate with the staff members . From the proper communication the meeting must be organised with the staff members .  Upliftment of technology – For enhancing the overall experience of the customers it is very important to reduce the issue faced by the housekeeping department (Wang and et . al . , 2022 ) .   
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                                                                        Best practices of housekeeping department and its  importance   Reduce waste – For saving the cost and to overall benefit of the environment, it is important for the hotel to reduce the consumption of the wastage . It will help the hotel in enhancing its customer base .  Involve the employee – Employees are considered as the asset of the company and in order to attain success it is very important for the hotel to involve its employees .   
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Employee engagement model

Employee engagement model can be defined as
the roadmap which states that how to motivate
the workforce and to make them feel valued

(Antony, 2018).
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                                                                        Employee engagement model  Employee engagement model can be defined as the roadmap which states that how to motivate the workforce and to make them feel valued (Antony, 2018 ) .   
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                                                                        JD - R model  This model stands for Job demand - resources and it defines the stress and strain of the workplace as an imbalance of the two core elements –  Job demand – It consists of Work pressure, social stress, efforts and use of skills ( Grobelna and Tokarz - Kocik , 2017 ) .  Job resources – They are the element which offers something to the employees such as clarity of the job roles, autonomy and the development opportunities   
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» It assists in improving the safety of the employees
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                                                                        Benefits of effective housekeeping   It assists in improving the safety of the employees as well as guest ( Firth, R . , 2021 ) .  It assists in improving the efficiency and productivity of the workforce .  Proper and effective housekeeping helps in making the proper use of the space .  H elps in creating a workplace a healthy and lively place ( Clarke, J . , Robinson, O . and Mayo, C . 2018 ) .  Helps in creating an optimistic culture   
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