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   Housekeeping is vital in the hospitality sector as it contributes to overall guest experience and satisfaction. The well-maintained and cleaned public areas and rooms are most significant in creating positive impressions and ensuring the comfort of the guest (Marneros et al., 2020). Hence, the topic regarding the key skills required in the housekeeping team is important for the hospitality industry in obtaining guest satisfaction and enhancing the reputation of the hotel. My working experience as a team member in a housekeeping staff has acknowledged me with the fact that housekeeping contributes directly towards guest loyalty as the guests are more likely to return to hotels that provide clean and appealing accommodations. While working in a housekeeping team numerous major skills contribute towards the success of the overall hotel operation. One of the most important skills essential for the housekeeping team is the communication skills. I have identified that effective communication is crucial within the housekeeping team in ensuring smooth coordination and collaboration. Housekeeping is required to communicate with supervisors and colleagues and even with the guest in understanding their preferences and delivering exceptional services (Arthur et al., 2021).
Concise and clear communication helps resolve issues or special requests while leading toward guest satisfaction. I learned during my working experience that effective communication is essential in ensuring better collaboration and delivering services as per the needs of the guest. Another skill that I have identified in my working tenure, is time management skills. The housekeeping team usually faced tight schedules in completing numerous tasks within specific time frames (Stone and Bryant, 2019). Therefore, effective time management skills are imperative for optimizing the workflow, prioritizing tasks, and meeting datelines. I also learned that by efficiently managing the time the housekeeping staff can ensure the cleanliness of rooms before check-in the guests. The delay in the process of cleaning can lead to dissatisfying the guest as they have to wait an additional time to check-in. Therefore, the housekeeping team must have effective time management skills in enhancing the efficiency of the hotel operation. I also learn that critical thinking skills are one of the crucial skills required in a housekeeping team as it enables the housekeeping staff to pay closer attention to each detail. While working in a housekeeping team I learn that critical thinking skills are essential in ensuring that the public areas and rooms are clean thoroughly and organized towards the highest standards. It also enables the member in addressing the smallest issues like dust, misplaced items, or stains. Attention to these details helps in creating a comfortable and pleasant environment for the guest.
As the hospitality industry is considered to be dynamic and which housekeeping team must have adaptability skills for dealing with changing circumstances and unexpected situations (Whiting and Symon, 2020). My working experience has taught me the requirement to accommodate last-minute requests, adjust routines based on the hotel occupancy and the preferences of guests along with handling emergencies. Hence adaptability skills are essential for the housekeeping team in providing flexible and personalized services to the guest. Moreover, while walking with the housekeeping team, I also learn the importance of teamwork skills. Effective teamwork and collaboration are significant for delivering better services and providing exceptional experiences to guests (Chung and Booker, 2023). Teamwork is crucial for ensuring the overall productivity of the hotel while providing better work and meeting the expectation of the guest. In addition, the housekeeping team is required to be familiar with numerous cleaning techniques products, and equipment to clean different surfaces effectively while ensuring the safety of the guest. I learned that knowledge of appropriate cleaning procedures helps in preventing damage to delicate items along with maintaining a clean and sanitary environment.
The theoretical knowledge that I have gained through my working experience and training can be applied effectively in the hospitality industry. As I have understood the principles of efficient cleaning techniques which has equipped me with the techniques of standard cleaning and to follow established protocols in delivering consistent results. It has helped me in understanding efficient cleaning g methods and utilize the right equipment and tools. This knowledge will further help me in streamlining my working process and enhancing my product within the team. Moreover, applying knowledge based on my training and experience will enable me in ensuring guests and to provide a personalized experience. It will also help me in maintaining a higher level of cleanliness standards and ensuring guest satisfaction while optimizing the efficiency of the housekeeping team.
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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.


	Specific
	Measurable
	Attainable
	Relevant
	Timeframe

	To establish clear expectations and cleanliness standards within the housekeeping team
	Well-maintained and cleaned rooms will specify the success of this objective.
	Frequent meetings and discussions with teammates and communicating with them effectively.
	Establishing clear standards cleanliness standards is essential in ensuring the guest’s satisfaction.
	2-3 months

	Conduct
Training sessions while referring to cleaning protocols.
	The active participation of housekeeping staff and their working efficiency will indicate success.
	The training session will be based on the preferable time of the housekeeping staff. Cleaning techniques and procedures will be taught during the
Session.
	A training session is essential in enhancing the productivity of the team and ensuring a clean and well-maintained room.
	3-5 months



Table 1: Smart objectives (Source: created by the learner)


	Problem


	The uncleanliness of the room disappoints the guest during their arrival!

	What did it happen?


	The lack of responsibility of housekeeping staff in they overlook certain areas and did not follow the established cleaning protocols which lead to improper cleaning of the guest room (Choi and Choi, 2021). Moreover, the communication breakdown between the housekeeping and front desk has also been one of the factors which lead to delays in assigning rooms for cleaning. Moreover, I believe that time constraints and inadequate training also have contributed to the oversight!

	What are you going to do?


	As a team leader, my response will be to address the guest complaints as soon as possible while sincerely apologizing for the inconvenience. Further investigation regarding the issues by visiting rooms and assessing the extent of cleanliness problems is essential (Goh and Baum, 2021). I will then take immediate action in rectifying the situation by supervising recleaning while assigning reliable team members. Moreover, I will ensure effective communication with the guest and inform them regarding the taken actions and will offer them appropriate compensation!

	How will you prevent this from happening in the future?


	I will make sure that this incident will not occur in the future. Therefore, in preventing such incidents, the implementation of major like conducting training sessions and reinforcing the importance of attention to detail while adhering to cleaning protocols within housekeeping will be beneficial (Kalra et al., 2020). It will be one of my specific objectives as set in my action plan as it will enable the housekeeping team to enhance their knowledge and skills. It will also help in ensuring the cleanliness of the rooms and meeting guests’ regular inspections towards monitoring the cleanliness of guest rooms. It will help in identifying any deficiency and enable immediate collective actions.

	What measures would you introduce to improve team effectiveness?


	For improving the team’s effectiveness I will focus on establishing clear goals and expectations and providing the team with a clear understanding of the quality standards and performance targets is vital (Wang et al., 2019). Regular team meetings and performance evaluations will be conducted in providing feedback and recognizing outstanding performance along with identifying the areas for improvement (Davras and Caber, 2019). By empowering my team to contribute their insights and recommendations for improving processes, it will also emphasise developing a culture of continuous improvement. The effectiveness of the cleaning crew as a whole will also increase as a result.
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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: 
The study is presented stressing the significance of maintaining high cleanliness standards and adhering to brand and health and safety guidelines. The housekeeping team has a significant role in maintaining cleanliness and enhancing the overall guest experience at the hotel. However, as per the recent guest complaints regarding room cleanliness, it is crucial to understand the importance of maintaining consistently high cleanliness standards. Cleanliness is not just a task but it is a reflection of the commitment that the hotel has towards guest satisfaction (Shahane and Fernandes, 2021). A clean and well-maintained environment contributes significantly towards creating a positive experience for the guest. However, the housekeeping team must remain focused on maintaining high cleanliness standards and adhering to health and safety guidelines. The presentations will be based on the training and explore the approaches to obtaining cleanliness excellence.
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	Training Notes: 
Cleanliness is the most important expect associated with case satisfaction loyalty and the repetition of the hotel. The Well-maintained room tends to create a welcoming and comfortable environment for the guest wall impacting their overall satisfaction and experience (Oloso, 2022). Positive reviews and recommendations from guests who have experienced exceptional cleanliness contribute to the hotel's reputation while attracting new guests. There is no doubt that cleanliness is one of the major priorities for hotels as it influences the guest's decisions when choosing a hotel. It is significant to recognize that cleanliness is associated with the responsibility of the entire housekeeping team and it should be delivered with constant excellence (Kichuk et al., 2019). The housekeeping team can exceed the guest's expectations and even build a strong reputation for the hotel.
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	Training Notes: 
Consistency in maintaining brand standards is imperative in delivering exceptional guest service. By adhering to these standards, the housekeeping team can ensure that every room reflects the identity and reputation of the hotel and uphold a higher level of comfort and cleanliness (Rahimian et al., 2021). The brand standards must be followed in creating a consistent experience for the guest and building loyalty and trust. The specific standards associated with brand standards like bed making, vacuuming bathroom cleanliness, dusting, and overall room presentations tend to contribute towards the overall guest experience which must be executed as per the guidelines. With the incorporation of brand standards, the housekeeping team can demonstrate their commitment to excellence and delivery of a clean and welcoming environment which reflected the quality and care of the hotel.
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	Training Notes:
 Ensuring effectiveness in the cleaning procedures and technique is most significant for maintaining eye cleanest standard in the guest room. In cleaning the surfaces it is significant to use appropriate cleaning agents which are safe for the materials. For example, use the multipurpose cleaner for most surfaces but choose a glass cleaner for mirrors and windows (Devrim et al., 2021). Dusting in furniture must be done from top to bottom starting with the higher surface while using microfiber clothes or a duster in capturing the dust effectively. Similarly, the floors and bathroom require specific cleaning techniques. Therefore, remembering the proper utilization of cleaning agents' tools and equipment is significant for the housekeeping team in achieving efficient cleaning. Paying closer attention to the surfaces floor furniture and bathroom fixtures with appropriate cleaning methods guarantees a welcoming and clean environment for the guest. By incorporating these practices into the daily routine of the housekeeping team the hotel can consistently achieve excellence in cleanliness and even uphold its brand standards.

	
	
[image: ]




	Training Notes:
Attention to detail is paramount in accomplishing cleanliness excellence. It is effective in ensuring that no area has been overlooked and leaving no room for dissatisfaction or complaints. It is essential in overlooking the areas such as corners, light switches, crevices, under furniture, and remote controls (Park et al., 2019). With inspections and meticulous cleaning routines, it will be effective in ensuring that every surface and corner along with the items within the room is cleaned diligently. By paying close attention to the details and incorporating inspections, the hotels can elevate their cleanliness standards and exceed guest expectations along with providing a satisfying experience.
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	Training Notes:
 Maintaining a healthy and safe environment is the most significant aspect of the hotel industry as it ensures the well-being of both guests and hoteliers. Proper handling and disposal of cleaning chemicals are among the most crucial health and safety precautions. putting on protective gear and using safer lifting methods (Mishra et al., 2019). It is significant to promptly report any safety hazards or concerns in preventing accidents and ensuring a secure working environment. Therefore, it is essential to make safety a top priority within all aspects of work while ensuring a healthy and secure experience for everyone.
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	Training Notes: 
Effective communication is most significant for a successful housekeeping team. It allows the team members to report issues, share best practices and feedback and seek assistance when required (Ntalakos et al., 2022). By fostering effective communication and teamwork the hotel can create a supported environment in which everyone can contribute towards accomplishing the cleanliness goals. Therefore, embracing the power of effective communications, seamless collaboration, and working together as a united team will be effective in delivering outstanding services and maintaining a high standard of cleanliness.
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	Training Notes: 
Continuous development and training are essential for the housekeeping team in delivering exceptional service and maintaining professionalism. The training and development opportunities will involve encouraging team members in exploring external sources, workshops, and certifications towards enhancing their knowledge and skills (Chopra and Bhilare, 2020). Implementation of an in-house training program will address these specific needs and topics associated with the housekeeping work. Through actively participating in these opportunities the hotel will invest for personal growth and contribute towards the success of the housekeeping team. Embarrassing training and development opportunities for the team members will be effective in providing support for their growth and enhancing their productivity.
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	Training Notes:
 In the training sessions, there will be allocated time for questions and answers which will allow the team members to seek clarifications and raise concerns. The team members will be encouraged feedback and suggestions and will emphasize the significance of everyone's insights in improving the hotel operations and achieving high standards of cleanliness (Khalimova, 2020). The sincere appreciation for the commitment and dedication of the housekeeping team towards cleanliness and upholding the brand standards and for their valuable contributions. The training sessions will acknowledge the active participation of the housekeeping team and reiterate the significance of working collaboratively in delivering outstanding service. The training sessions will focus on open communications, continuous improvement, and recognition within the housekeeping team.
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	Training Notes: 
The major emphasis of the training season has been the importance of cleanliness brand standards and health and safety in daily operations. It has highlighted how cleanliness has a direct impact on guest satisfaction and loyalty. It has discussed the significance of adhering to brand standards for enhancing the guest experience and has provided the crucial rules of health and safety in creating a safer environment. The housekeeping team has the ability in exceeding the guest's expectations and deliver memorable experiences. The active participation of the team and their dedication and commitment are acknowledged in the training session.
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