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Participating in housekeeping duties calls for a wide range of skills, including the following:

Attention to Detail: When cleaning guest rooms, staff in maintenance need to pay careful attention to every little detail, no matter how insignificant they may seem. They need to be able to recognise discolouration, filth, and other concerns with cleaning that others may miss because of a lack of attention to detail on their part. It is necessary to pay great attention to the smallest of details since doing so guarantees that hotel rooms are cleaned to a high degree, which helps to the happiness of hotel visitors (Lockyer, 2013). In addition, paying close attention to the smallest of details ensures that there are no mistakes made.

Management of one's timetable in an efficient manner: It is necessary for the individuals working in janitorial services to have strong abilities in time management to guarantee that the rooms will be cleaned in a timely way (Smith, 2018). Only after that will they be able to ensure that the lodgings are cleaned in a timely manner. They need to be able to efficiently organise their work and prioritise their tasks if they are going to be able to fulfil the deadlines. They will not be successful until they do this first. One must be able to efficiently manage their time to ensure that guests are not required to wait around while the accommodations they have just exited are being cleaned after they have left.

Perseverance in the presence of significant amounts of strenuous physical effort: The labour of maintenance may be strenuous on the body since it requires personnel to be able to lift and move heavy objects like mattresses, furniture, and cleaning materials. In addition to that, there is a distinct possibility that they will have to remain standing for a considerable amount of time. Employees are required to keep exceptional physical health and a high degree of stamina to guarantee that they will be able to carry out their responsibilities in a way that is both efficient and secure.

Capabilities in a variety of forms of communication: It is essential to have the capacity for clear and efficient communication while working in a setting that requires teamwork (Kines, 2008). The professionals who are responsible for cleaning the facility must not only be able to speak clearly and politely with their colleagues but also with the people who are visiting the facility. They may be required to provide information like as cleaning schedules, the availability of housing, and guest requests. This is one of the outcomes that may occur. Strong communication skills allow for more effective information transfer, which makes it much simpler to guarantee that everyone is on the same page and that visitors get the greatest level of service that is humanly feasible. This makes it much easier to ensure that visitors receive the highest level of service that is humanly possible.

Customer service: The staff members responsible for housekeeping play a crucial part in ensuring that visitors have a pleasant experience. They must be personable, polite, and helpful, and they must be able to react to requests made by guests in a fast and professional way. It is crucial to have strong abilities in customer service to guarantee that customers feel appreciated and cared for.

 Ability to organise one's work in an effective manner and maintain accurate records of one's cleaning supplies and tools is required of members of the housekeeping team. They need to be able to efficiently plan out their work and prioritise their responsibilities to finish cleaning all the rooms on time. It is very necessary to possess strong organisational abilities to guarantee that everything works without a hitch and that visitors are not inconvenienced in any way (Cooper, 2007).

Competence in problem-solving is essential for members of the housekeeping team since they may face unforeseen obstacles such as stubborn stains or equipment breakdowns. They need to have the ability to think creatively to discover answers to these questions. Having the ability to handle problems effectively helps to guarantee that problems are addressed in a prompt and effective manner, which in turn adds to the happiness of guests.

Hygiene and safety: The employees responsible for housekeeping are required to adhere to stringent hygiene and safety regulations to reduce the risk of disease and harm to both visitors and employees. They must be knowledgeable with the materials, equipment, and methods for cleaning, and they must utilise those things in a safe and acceptable manner (Zeithame, 1996). To keep everyone healthy and safe, it is vital to maintain high standards of both cleanliness and safety in one's daily activities.
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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?


	
Inadequate instruction.
.

	It is possible that the hotel's cleaning crew hasn't acquired the proper training to properly clean guest rooms. This can be because there isn't enough time or money to train new employees
	Sessions on how to clean, how to utilise cleaning equipment and supplies, and how to deal with customers would all fit within this category. Ensure that all new employees get thorough training before they begin work.
	Ensure that all new employees receive thorough training in cleaning techniques, customer service, and the proper use of cleaning equipment and supplies. Provide ongoing training and remedial courses to ensure that all employees are current on the most recent cleaning procedures and techniques.
	Ensure that all employees have access to regular training and advancement opportunities so they can perform their duties effectively. It is essential to encourage employees to share their knowledge and skills to foster a culture of continuous learning.

	
 Time pressure

	It is possible that inefficient methods were used or overlooked because of time constraints on the housekeeping personnel.
	If the cleaning schedule does not allow sufficient time to clean each room to the desired standard, it must be revised. Ensure that cleaning staff are not overburdened, and that they have sufficient time to perform their duties effectively. It may be time to recruit additional personnel.
	Review and adjust the cleaning schedule as needed to ensure that the cleaning personnel has sufficient time to clean each room to the required standard. Consider employing additional personnel to help manage the workload during peak periods.
	Motivate workers to consistently meet or surpass quality standards and reward them for doing so. It is suggested that a system for monitoring and reporting cleansing periods be developed to identify problem areas.

	
Inadequate management.

	It is possible that the cleaning supervisor wasn't keeping an eye on his or her employees carefully enough to guarantee that every room was spotless.
	Increase the frequency and quality of supervision to ensure that all employees are adhering to the required cleaning procedures and that all rooms are being cleansed to the desired standard. Instruct administrators on appropriate monitoring and evaluation procedures for hygiene.
	Increase the frequency and quality of supervision to guarantee that all staff members are following the correct cleaning procedures and that all rooms are cleaned to the required standard. Provide supervisors with training on how to monitor and assess cleaning performance.
	Establishing periodic check-ins or performance reviews may aid in enhancing communication between managers and employees. Provide administrators with all the information they need to monitor employee performance.

	
Breakdown in communication

	It is possible that the room wasn't cleaned in advance because of a misunderstanding between the front desk and cleaning.
	Ensure that the front desk and maintenance are in sync regarding room assignments and cleaning schedules. Maintain prompt communication between the front desk and maintenance regarding requests and adjustments to guest rooms. Using a messaging system or mobile app to enhance internal communication is a fantastic idea.
	Implement a streamlined procedure for room assignments and cleaning schedules that includes consistent communication between the front desk and janitorial staff. Consider implementing a messaging system or mobile application to facilitate staff communication.
	To ensure that everyone is on the same page, promote collaboration and open lines of communication between divisions. If you want to respond promptly to visitor requests and complaints, you may need to implement a monitoring and reporting system.

	

Equipment and supply issues
	It is possible that the housekeeping crew lacked the tools and resources needed to properly clean the room. Possible causes include insufficient materials or delayed supply replenishment.
	Regular inventory checks and restocking will ensure that the janitorial staff always has the supplies they need to perform their duties. If you want to clean more efficiently and effectively, you may need to acquire new or updated cleaning instruments. The staff should be instructed on the care and maintenance of cleansing equipment and supplies.
	Conduct routine inventory reviews and replenish cleaning supplies and equipment as necessary. Consider investing in new or upgraded equipment to increase the cleaning's efficacy and effectiveness. Provide personnel with training on the correct use and maintenance of cleaning equipment and supplies. In addition, establish a system for promptly reporting and resolving equipment or supply issues to minimise cleansing process delays and disruptions.
	Set up a system to monitor and report stock levels to ensure that there is always operational equipment and supplies. Staff should be encouraged to disclose any issues with equipment or supplies as soon as possible, and a system should be in place to promptly address any concerns.




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: Please join me for my lecture on training the cleaning staff. As the manager of the floor's cleaning crew, I want to express my appreciation to everyone here today.
· Let's get started!
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	Training Notes: The present discourse aims to examine the recent grievances raised by guests and elucidate the significance of the housekeeping team's prompt resolution of these concerns.
Please furnish instances of grievances and the measures that could have been taken to avoid them.
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	Training Notes: Elucidate the significance of adhering to brand standards and its role in enhancing the prosperity of the hotel.
The housekeeping team should be cognizant of brand standards, which may include but are not limited to cleanliness, meticulousness, and guest satisfaction.
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	Training Notes: The significance of conducting room inspections and their role in ensuring adherence to brand standards is a topic of considerable importance.
The procedure for carrying out room inspections will be elucidated and typical concerns that necessitate attention will be provided.
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	Training Notes: Examine the cleaning protocols that the housekeeping staff ought to adhere to, encompassing precise cleaning agents and methodologies.
It is crucial to underscore the significance of adhering to these protocols for the sake of guest contentment as well as health and safety.
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	Training Notes: Highlighting the significance of effective communication among the housekeeping team and interdepartmental communication.
Instances where effective communication can avert potential problems include scenarios where team members work remotely, situations where there are language barriers, and instances where there is a need to convey complex information to non-experts.
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	Training Notes: This paper aims to examine the significance of time management in the context of housekeeping and present strategies for optimising productivity.
This paper aims to present a comprehensive overview of prevalent time-wasting activities and corresponding strategies to mitigate their impact.
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	Training Notes: The significance of guest interaction and its potential influence on guest satisfaction is a topic of considerable importance.
Exemplify instances of favourable guest engagements and elucidate how they can be attained.
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	Training Notes:
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	Training Notes: Please provide me with the presentation or the topic of the presentation to summarise the key points.
Express gratitude to your peers for their attentiveness and motivate them to implement the acquired knowledge into their routine professional tasks.
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                              Brand standards         OUR HOTEL'S BRAND REQUIRES THAT WE ADHERE TO CERTAIN CRITERIA. STANDARDS SUCH AS THESE ENSURE THAT GUESTS ARE PROVIDED WITH A CLEAN AND COMFORTABLE EXPERIENCE.       IT'S CRUCIAL THAT WE, AS THE CLEANING STAFF, BE FAMILIAR WITH AND ABLE TO CONSTANTLY UPHOLD THESE BRAND STANDARDS. BY DOING SO, WE ENSURE THAT OUR VISITORS HAVE THE KIND OF PLEASANT STAY AT THE HOTEL THAT THEY PAID FOR.         THE CLEANLINESS OF ALL SURFACES, THE ABSENCE OF STALE ODOURS, AND THE FRESHNESS OF THE LINENS AND TOWELS PROVIDED TO VISITORS ARE ALL INSTANCES OF BRAND STANDARDS WE SHOULD BE MINDFUL OF.
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* As part of our duties as housekeepers, we must thoroughly
examine each and every room. The quality of our service to
our visitors and their satisfaction are both enhanced through
thorough inspections.

* Regular and comprehensive inspections are required. This
includes making sure the bathroom, beds and furnishings are
all clean and in working order.
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* Maintenance concerns, such as broken fixtures or damaged
furnishings, should also be on our radar during inspections.
By spotting these problems before they escalate, we can save
them from having a devastating effect on our guests.

. L




image9.svg
                                   Room inspection • As part of our duties as housekeepers, we must thoroughly examine each and every room. The quality of our service to our visitors and their satisfaction are both enhanced through thorough inspections. • Regular and comprehensive inspections are required. This includes making sure the bathroom, beds and furnishings are all clean and in working order. • Maintenance concerns, such as broken fixtures or damaged furnishings, should also be on our radar during inspections. By spotting these problems before they escalate, we can save them from having a devastating effect on our guests.              
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When working with cleaning chemicals, employees should
always take precautions to protect themselves, including
using protective gear such gloves and eyewear. It is
important to follow the manufacturer's guidelines for
storing and handling chemicals.

The staff should adopt safe lifting practises to reduce the
risk of back injuries. When feasible, objects should be
pushed or dragged rather than lifted, and the legs, not the
back, should be used to move heavy goods.

Workers are expected to quickly notify the proper
department of any safety concerns, such as malfunctioning
or damaged equipment, spills, or electrical issues. As a
result, fewer injuries and accidents will occur.

7//44




image11.svg
                                    Health and Safety Procedures • When working with cleaning chemicals, employees should always take precautions to protect themselves, including using protective gear such gloves and eyewear. It is important to follow the manufacturer's guidelines for storing and handling chemicals. • The staff should adopt safe lifting practises to reduce the risk of back injuries. When feasible, objects should be pushed or dragged rather than lifted, and the legs, not the back, should be used to move heavy goods. • Workers are expected to quickly notify the proper department of any safety concerns, such as malfunctioning or damaged equipment, spills, or electrical issues. As a result, fewer injuries and accidents will occur.                
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            Communication     Guest satisfaction relies on effective communication between housekeeping and other departments.  To guarantee that all visitor demands are met quickly and properly, housekeeping should maintain open lines of communication with the front desk.  Any problems with room or appliance condition should be reported by housekeeping to maintenance as soon as possible.  If there are problems in the housekeeping department that can't be fixed internally, they should be reported to upper management.  Better service to guests and faster issue resolution are both possible via more communication.
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                  Time management      • To guarantee that all cleaning duties are accomplished quickly and effectively, housekeeping workers must practise good time management. • The staff's priorities should be set in accordance with the requirements of the guests. For instance, if a visitor checks out, the room must be cleaned again before it can be used by a stayover guest. • Workers will be more productive if they take the effort to keep their workspace and materials well - organized. • In order to get more done in less time, employees should refrain from being distracted. • Staff time management and productivity may be improved with clear objectives and strict deadlines. • Staff morale, productivity, and ability to exceed visitor expectations may all benefit from better time management.   
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* For the housekeeping crew to succeed in providing clean, efficient guest rooms that
also satisfy visitor expectations, quality control is crucial.

» Before a visitor checks in, the staff should doub}eheck each room to ensure it is
clean and in working order. All utilities and equipment should be in good functioning
condition, the room should have a pleasant aroma, and all surfaces should be spotless.

* Maintaining a clean and functioning guest room during their stay is the responsibility
of the staff.

* Employees are obligated to notify the maintenance staff of any difficulties, such as
malfunctioning equipment or dripping fixtures.

* Any goods that are discovered should be brought to the front desk's attention.

* Guests will be happier, complaints will be less, and the hotel will be living up to
its brand promise if quality control measures are put into place.
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           Quality control • For the housekeeping crew to succeed in providing clean, efficient guest rooms that also satisfy visitor expectations, quality control is crucial. • Before a visitor checks in, the staff should double - check each room to ensure it is clean and in working order. All utilities and equipment should be in good functioning condition, the room should have a pleasant aroma, and all surfaces should be spotless. • Maintaining a clean and functioning guest room during their stay is the responsibility of the staff. • Employees are obligated to notify the maintenance staff of any difficulties, such as malfunctioning equipment or dripping fixtures. • Any goods that are discovered should be brought to the front desk's attention. • Guests will be happier, complaints will be less, and the hotel will be living up to its brand promise if quality control measures are put into place.
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Housekeeping employees must have high levels
of motivation and collaboration in order to
provide excellent service to hotel customers.

In order to maintain motivation and
enthusiasm, staff members should create
objectives and recognise achievements.
Achievements at both the individual and group
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Staff members should regularly offer feedback
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performance.

Teamwork and responsibility sharing among
employees is essential for getting things
done well.

When things become hectic or employees are
faced with challenging visitors or
circumstances, they should lean on one other
for support.

Staff morale, output, and happiness with the
service they get may all benefit from
effective encouragement and cooperation.
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                                                     Motivation and team work     • Housekeeping employees must have high levels of motivation and collaboration in order to provide excellent service to hotel customers. • In order to maintain motivation and enthusiasm, staff members should create objectives and recognise achievements. Achievements at both the individual and group levels may be celebrated. • Staff members should regularly offer feedback to one another to promote growth and enhance performance. • Teamwork and responsibility sharing among employees is essential for getting things done well. • When things become hectic or employees are faced with challenging visitors or circumstances, they should lean on one other for support. • Staff morale, output, and happiness with the service they get may all benefit from effective encouragement and cooperation.   
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* To conclude, housekeepers play a crucial role in ensuring the satisfaction and
safety of guests. In order to ensure optimal service quality and visitor
retention, strict adherence to brand guidelines and safety regulations is
imperative.

* The significance of maintaining cleanliness, organisation, and meticulousness in
alignment with the brand's standards has been previously discussed. The well -
being of individuals has been ensured by scrutinising crucial health and safety
protocols, including the appropriate handling of chemicals and equipment.

* Ultimately, the discourse has centred on the potential for customer interaction
to enhance their overall satisfaction. One effective approach to creating a
welcoming atmosphere for visitors is through engaging interactions that are both
amiable and beneficial.
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           Conclusion • To conclude, housekeepers play a crucial role in ensuring the satisfaction and safety of guests. In order to ensure optimal service quality and visitor retention, strict adherence to brand guidelines and safety regulations is imperative. • The significance of maintaining cleanliness, organisation, and meticulousness in alignment with the brand's standards has been previously discussed. The well - being of individuals has been ensured by scrutinising crucial health and safety protocols, including the appropriate handling of chemicals and equipment. • Ultimately, the discourse has centred on the potential for customer interaction to enhance their overall satisfaction. One effective approach to creating a welcoming atmosphere for visitors is through engaging interactions that are both amiable and beneficial.
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* This course is meant to help you deal with
recent guest concerns and learn the skills
you'll need to boost team output, maintain
brand integrity, and make the workplace

safer for everyone. Staff training
A 4

* After completing this programmer, you will
have the tools necessary to provide
excellent customer service, keep our
facilities clean and safe for our visitors,
and collaborate effectively as a team to
accomplish our objectives. Your questions,
both now and after the lecture, are welcome
and encouraged.
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                                                           Staff training • This course is meant to help you deal with recent guest concerns and learn the skills you'll need to boost team output, maintain brand integrity, and make the workplace safer for everyone. • After completing this programmer, you will have the tools necessary to provide excellent customer service, keep our facilities clean and safe for our visitors, and collaborate effectively as a team to accomplish our objectives. Your questions, both now and after the lecture, are welcome and encouraged.       


image4.png
Unfortunately, we have recently received feedback from
guests who were dissatisfied with the state of
cleanliness and upkeep in their rooms. It is our job as

housekeepers to fix these problems and make sure that
visitors have a pleasant stay.

Rooms with unclean restrooms, damaged linens, and foul
odours are some of the most common complaints we hear.

With regular upkeep and care, you may avoid these
problems altogether.

We need to treat these comments as constructive

criticism so that we can do better in the future. Doing

so will increase the likelihood of future visits from
happy customers.
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                                                     Guest complains     • Unfortunately, we have recently received feedback from guests who were dissatisfied with the state of cleanliness and upkeep in their rooms. It is our job as housekeepers to fix these problems and make sure that visitors have a pleasant stay. • Rooms with unclean restrooms, damaged linens, and foul odours are some of the most common complaints we hear. With regular upkeep and care, you may avoid these problems altogether. • We need to treat these comments as constructive criticism so that we can do better in the future. Doing so will increase the likelihood of future visits from happy customers.   


