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Excellent communication skills: A housekeeping staff must be a good communicator to reciprocate the expectations and preferences of the guests and the hotel organization (Mullins and Dossor, 2013). For instance, during my work experience as a housekeeping team member, I always focused on communicating the standards of housekeeping management with my team leader and team members. Besides that, I have also showcased strong performance in terms of communicating and understanding the requirements of guests. In terms of communication in housekeeping, an individual must demonstrate empathy and humility to ensure the guests are fully satisfied (Casado, 2012). Moreover, I had to demonstrate my emotional intelligence while solving problems and addressing the requests of guests in the facility. 

Language proficiency: In a hotel, there are various types of guests that staff need to encounter on a daily basis. A hotel accommodates people from different states, regions, or countries who speak distinct languages (Fallon and Rutherford, 2010). Therefore, housekeeping staff must have multilingual skills to understand the issues expressed by the guests and fulfil their needs. 

Knowledge and experience of housekeeping: An employer always seeks workers with relevant experience in the domain of work (Mullins and Dossor, 2013). For instance, I have benefitted from my past work experience as a housekeeping staff as it helped me quickly adapt and learn working methods in the new organisation. Possessing previous experience in the housekeeping area is important for employees to work efficiently in the department of housekeeping (Johnston et al., 2012). In terms of new staff, they should have sufficient knowledge of the housekeeping concept and various techniques for delivering housekeeping services within a hotel. 

Teamworking and coordination: In my experience, team working is essential for effective housekeeping service. I have found that a good level of coordination is crucial to stay informed about the expected standard of job performance and the requirements of the job role. It allows the employees to provide services that meet the important needs and points highlighted by the management (Jones, 2010).  A housekeeping department provides team-based services and hence there should be a sufficient level of cooperation among the members (Cottrell, 2019). They must support each other in work and there must be the right degree of role distribution without any major internal team conflicts. Furthermore, an individual intending to become a part of a housekeeping team should also learn to listen actively to others. There must be mutual respect among the staff for each other so that team members can share their views in a cohesive atmosphere without being critical or offensive to each other. 

Organisation: In the field of housekeeping, organisation skills are vital. A housekeeping employee must be organised which can make the job of cleaning and maintaining easier (Tesone, 2010). For example, in my job experience as a hospitality staff, I was given a checklist for the duties that I needed to perform along with the number of rooms that I was required to serve. Following this list helped me keep a track of the activities that have been done and the ones that need to be executed. However, aside from the checklists given by my team leader, I created my own task list by breaking down each task into a more detailed list of activities. This practice allowed me to refine my performance. The organisation is key to maintaining a room and providing a satisfactory experience to customers during their stay at the hotel. 

Time management: In order to be an efficient housekeeping staff, one must learn time management. In peak seasons, I found very little gap time between the departure and arrival of new guests in hotel rooms. Hence, the cleaning and organisation services must be fast and timely. Hence, one needs to keep an accurate schedule of tasks to be covered in a specific timeframe. In order to be a good time manager, one should know planning and prioritising so that all the urgent tasks can be finished at the earliest (Raghubalan and Raghubalan, 2016). In my opinion, punctuality is one of the most crucial qualities that employers seek in a housekeeping staff.

Attention to detail: The role of a housekeeper in a hotel is to ensure all elements in a room are designed and maintained in the right order so that guests can find a clean and well-decorated room (Cottrell, 2019). Therefore, housekeeping employees must be more attentive towards minute details. The bed, floor, amenities, and all other tools and equipment within a room must be in the proper and desired state. As an experienced housekeeping staff, I have worked quite attentively ensuring guests receive the ultimate degree of satisfaction while staying in the hotel room.
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – You have just been promoted to the 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?


	
Poor manners of employees

	The possible reason for employees' poor mannerisms is the inadequacy of the given training as well as a lack of supervision. 
	It is my duty as a team leader to communicate the issue with the accused housekeeping staff and apologize to the guest. 
	The housekeeping staff should be given 2 weeks' training in behaviour management so that in future they can demonstrate good manners at work. 
	In order to enhance the effectiveness of the housekeeping team, I would introduce the measure of weekly peer assessment where team members can evaluate each other's behaviour and manners. 

	
Shortage of toiletries

	A constraint of toiletries in a guest room indicates a gap in planning, room service, and supervision. 
	As a team leader, I would instruct a team member to deliver an adequate amount of toiletries to the guest room. Furthermore, I would also personally communicate with the staff who was assigned to the particular room to understand the reason behind the mistake. 
	I would create proper planning henceforth with the list of staff and the number of toiletries that must be provided in each room to improve the clarity of tasks for housekeeping members. 
	I would distribute task lists along with the details of equipment and the number of toiletries that need to be put in every room. Alongside that, I would ask employees to re-check the materials and report back after their service is over so that they can quickly address any errors. 

	
Lack of hygiene

	This is an outcome of improper training, a lack of employee discipline, and a gap in administration. 
	As a team leader, complaints from guests about poor hygiene can be concerning. I must be more cautious while supervising my team members. I also need to communicate with my team members in terms of their fallen performance standards. 
	In order to prevent future occurrences, I should train my staff regarding hygiene maintenance and room cleaning intensively. 
	I would introduce the measures of peer assessment and self-evaluation for better appraisal and review of their work within the team. 

	
Dust in the room

	This is a problem of unskilled work from employees.
	I need to apologise to the guest and interact seriously with the employee responsible for the mistake.
	I must provide a 1-week extensive training to employees in dusting.
	I need to adopt a stricter administrative approach to ensure the team members comply with the service standards. Regular feedback can be helpful in this regard.

	
Late service

	This is the result of poor time management.
	I would look into the matter seriously to find out the reason behind the late delivery of room service.
	I would provide time-management training to employees.
	I need to focus on improving efficiency and coordination within the team for increasing their agility.



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.

	
Cleaning training
In the first training programme in Hotel Trinity, I provided learning on tips for cleaning guest rooms properly. In this training session, I highlighted the methods of using and handling the cleaning equipment properly. Furthermore, I also outlined the schedule of frequency in which rooms of guests need to be cleaned by the team members. It was an attempt to address the previous guest's complaints related to cleanliness and hygiene.
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Training Notes: I also educated my team members about the right hygiene etiquette that must be followed while providing room services. It is imperative to maintain the right standards of hygiene for the health and safety of guests (Mullins and Dossor, 2013). They were also given proper instructions on sanitisation so that hygiene standards can be maintained.
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Dusting training
In Hotel Trinity, I also delivered training to my team staff on the skill of dusting. In this training programme, I offered insights on the importance of properly dusting a room and the possible complaints that guests can bring up regarding dusting practices. Such training also points out the commonly neglected dusting areas that can be noticed in room service (Johnston et al., 2012). 





	Training Notes: Through this training session, team members were able to learn efficient ways of dusting the room. Moreover, they also made a note of important areas that must be given attention during dusting to avoid complaints from guests. 

	
Training on communication skills
In the third session, I trained my team members on proper communication and interaction. According to the opinion of Jones, (2010), in the domain of housekeeping, constant information flow and clear communication are crucial. Hence, in this session, I educated my staff members about the importance of team communication and tools that they can use to share information immediately. I further trained them to maintain proper body language, eye contact, and language while communicating with guests. 
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	Training Notes: From this training, the employees learned the appropriate manners of communication in the workplace and especially with guests. They were also updated with the knowledge of digital communication tools. 

	
Training for teamwork
In the next training session, I coached the housekeeping team in Hotel Trinity to develop collaboration skills to effectively work in the organisation. To ensure that the team fosters the right degree of engagement, I used the Deloitte model of employee engagement where every member felt involved, challenged, and respected. 
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	Training Notes: The Deloitte model of engagement emphasises that hands-on management, leadership trust, meaningful work, opportunities for growth, and a positive work environment are key components of an engaged work culture (Bridger, 2018).

	
Training on mannerisms 

Next, team members were trained to develop good manners. This training was meant to address the problem of poor employee manners indicated by guests in their complaints. As per the view of Sharma et al., (2019), in the hospitality industry that depends on guest experience, staff members must demonstrate proper manners to keep customers satisfied and happy with the service. 
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	Training Notes: In this training, my team members learnt to adopt the right manners to address guests while providing services. Furthermore, they also learnt to correct their gestures and postures while interacting with people. 
	



	Time management training
In concern to the previous records of guest complaints and identified problems, there are issues with time management. Hence, in Hotel Trinity, I provided coaching and training to team members in my housekeeping group on the effective techniques to properly maintain and utilise time. They were also trained in preparing schedules and work breakdown structures.
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	Training Notes: Time management is a valuable housekeeping skill that employees must learn to work with efficiency (Vallen and Vallen, 2012). In the training, team members learnt to use planning, break down work for better clarity, and maintain schedules to deliver services at the right time.

	
Training on planning and organisation
Further training in the housekeeping team of Hotel Trinity was provided in the area of organising and planning skills. The identified problems of toiletries constraint and late services indicated poor planning of tasks. In this training staff members were enlightened on the importance of planning and techniques they can use to organise and plan tasks ahead.
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	Training Notes: From this training session employees developed imperative planning skills. According to Tesone, (2010), goal-setting is among the vital planning skills. Furthermore, they also learned the use of tools like the Gantt chart.

	
Training on health & safety protocol
In Hotel Trinity, the housekeeping staff members were additionally coached on learning the standard health and safety protocols. Legislations related to workplace health and safety as well as the same for the guests were outlined. They were also educated about the possible consequences of not complying with the standards.
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	Training Notes: In a hotel, health and safety guidelines is vital to be maintained for the security and satisfaction of both employees and guests (Casado, 2012). The team members leant about food safety, hygiene protocols, along with fire protocols to be adhered to in the hotel.

	
Equipment training
In the housekeeping service, staff needs to use various kinds of equipment that must be handled carefully (Leiter and Bakker, 2010). They were given instructions and demonstrations about using vacuum cleaners, trolleys, brushes, mops, brooms and other cleaning equipment in the correct manner by attentively following the guidelines provided by manufacturers.
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	Training Notes: Employees via this training learnt effective and safe use of housekeeping equipment. It motivated them to comply with the guidance provided by suppliers and manufacturers of the tools and equipment. It can help them in providing efficient room services with a lower amount of risks.

	
Cultural and language training
In order to create an efficient and culturally competent housekeeping team, the staff members of Hotel Trinity were provided training and development sessions on cultural awareness and linguistic skills. It helped them to interact with guests from different backgrounds more competently. As per the opinion of Ferdinand and Kitchin, (2017), linguistic expertise is crucial for employees in the hospitality sector.
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	Training Notes: By developing cultural intelligence from the training, the employees gained a greater ability to interact with each other in the team with a higher understanding level. It increased cultural acceptance within the team of housekeeping in Hotel Trinity. On the other hand, language skills increase guest satisfaction as they feel more comfortable while speaking to the staff in a known language.
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Training for teamwork

In the next training session, | coached the housekeeping team in Hotel Trinity to develop collaboration
skills to effectively work in the organisation. To ensure that the team fosters the right degree of
engagement, | used the Deloitte model of employee engagement where every member felt involved,

challenged, and respected.

Training Notes: The Deloitte model of engagement emphasises that hands-on management, leadership trust, meaningful work, opportunities for growth, and a positive work environment are key

components of an engaged work culture (Bridger, 2018).
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Training on mannerisms

Next, team members were trained to develop good manners. This training was meant to address the
problem of poor employee manners indicated by guests in their complaints. As per the view of Sharma
et al.,, (2019), in the hospitality industry that depends on guest experience, staff members must

demonstrate proper manners to keep customers satisfied and happy with the service.
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Training Notes: In this training, my team members learnt to adopt the right manners to address guests while providing services. Furthermore, they also learnt to correct their gestures and
postures while interacting with people.
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Time management training

In concern to the previous records of guest complaints and identified problems, there are issues with
time management. Hence, in Hotel Trinity, | provided coaching and training to team members in my
housekeeping group on the effective techniques to properly maintain and utilise time. They were also

trained in preparing schedules and work breakdown structures.

Training Notes: Time management is a valuable housekeeping skill that employees must learn to work with efficiency (Vallen and Vallen, 2012). In the training, team members learnt to use
planning, break down work for better clarity, and maintain schedules to deliver services at the right time.
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Training on planning and organisation

Further training in the housekeeping team of
Hotel Trinity was provided in the area of
organising and planning skills. The identified
problems of toiletries constraint and late services
indicated poor planning of tasks. In this training

staff members were enlightened on the

importance of planning and techniques they can

use to organise and plan tasks ahead.

Training Notes: From this training session employees developed imperative planning skills. According to Tesone, (2010), goal-setting is among the vital planning skills. Furthermore, they also
learned the use of tools like the Gantt chart.
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Training on health & safety protocol

In Hotel Trinity, the housekeeping staff members
were additionally coached on learning the
standard  health and safety  protocols.
Legislations related to workplace health and
safety as well as the same for the guests were
outlined. They were also educated about the
possible consequences of not complying with the

standards.

Training Notes: In a hotel, health and safety guidelines is vital to be maintained for the security and satisfaction of both employees and guests (Casado, 2012). The team members leant about
food safety, hygiene protocols, along with fire protocols to be adhered to in the hotel.
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Equipment training

In the housekeeping service, staff needs to use various kinds of equipment that must be handled
carefully (Leiter and Bakker, 2010). They were given instructions and demonstrations about using
vacuum cleaners, trolleys, brushes, mops, brooms and other cleaning equipment in the correct

manner by attentively following the guidelines provided by manufacturers.
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Training Notes: Employees via this training learnt effective and safe use of housekeeping equipment. It motivated them to comply with the guidance provided by suppliers and manufacturers of
the tools and equipment. It can help them in providing efficient room services with a lower amount of risks.
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Cultural and language training

In order to create an efficient and culturally competent housekeeping team, the staff members of Hotel
Trinity were provided training and development sessions on cultural awareness and linguistic skills. It
helped them to interact with guests from different backgrounds more competently. As per the opinion

of Ferdinand and Kitchin, (2017), linguistic expertise is crucial for employees in the hospitality sector.
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Training Notes: By developing cultural intelligence from the training, the employees gained a greater ability to interact with each other in the team with a higher understanding level. It increased
cultural acceptance within the team of housekeeping in Hotel Trinity. On the other hand, language skills increase guest satisfaction as they feel more comfortable while speaking to the staff in a

known language.
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Cleaning training

In the first training programme in Hotel Trinity, | provided learning tips for cleaning guest rooms
properly. In this training session, | highlighted the methods of using and handling the cleaning
equipment properly. Furthermore, | also outlined the schedule of frequency in which rooms of guests
need to be cleaned by the team members. It was an attempt to address the previous guest's

complaints related to cleanliness and hygiene.
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Training Notes: | also educated my team members about the right hygiene etiquette that must be followed while providing room services. It is imperative to maintain the right standards of
hygiene for the health and safety of guests (Mullins and Dossor, 2013). They were also given proper instructions on sanitisation so that hygiene standards can be maintained.
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Dusting training

In Hotel Trinity, | also delivered training to my team staff on the skill of dusting. In this training
programme, | offered insights on the importance of properly dusting a room and the possible
complaints that guests can bring up regarding dusting practices. Such training also points out the

commonly neglected dusting areas that can be noticed in room service (Johnston et al., 2012).

Training Notes: Through this training session, team members were able to learn efficient ways of dusting the room. Moreover, they also made a note of important areas that must be given
attention during dusting to avoid complaints from guests.
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Training on communication skills

In the third session, | trained my team members on proper communication and interaction. According
to the opinion of Jones, (2010), in the domain of housekeeping, constant information flow and clear
communication are crucial. Hence, in this session, | educated my staff members about the importance
of team communication and tools that they can use to share information immediately. | further trained
them to maintain proper body language, eye contact, and language while communicating with guests.
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Training Notes: From this training, the employees learned the appropriate manners of communication in the workplace and especially with guests. They were also updated with the knowledge of
digital communication tools.




