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I have identified that housekeeping is a very versatile and flexible job which is very significant in the hotel industry. I have observed that being organised is the primary and key essential skill for a housekeeper. It is very important to keep all the tasks very efficient. Therefore, I have identified that I need to be very organised in my work to give my best in a team. One of the key skills which is very significant in housekeeping work is time management. I have experienced that in a hotel there are multiple tasks and as a housekeeper, I need to manage all the work and tasks in a given time. It is very important to implement proper time planning of all the work on a day-to-day basis. I have observed that time management skills are very crucial to give the best hospitality services in terms of cleaning and decorating the rooms of the guest (Wood, 2013). A housekeeping team needs to finish the work in a professional way to impress the customers. Therefore, I have understood that I have to be a perfectionist in the housekeeping team to give my best. One of the significant skills which is required to work in a housekeeping team is self-discipline. I have experienced that self-discipline can boost my confidence to keep all my tasks in proper coordination. I have to be very punctual in my own life. As a housekeeper, I need to be very strong in my emotional thoughts. I have experienced that self-discipline allows a housekeeper to stay focused on their goals. I have observed that persistence and determination is an important skill which impacts housekeeping activity. I have learned that the ability to use initiative can increase the workflow in the hotel. Therefore, I need to be very patient and calm in every stressful situation to handle all the problems and issues in the hotel as a housekeeper. It is very important to pay attention to all the instructions which are given by the senior leader and manager in the hotel. I have understood that active listening skills play a significant role to stay focused and active in the team of housekeeping. It helps to understand that task effectively. Customer service skills are another important skill that is very helpful to connect with the customers and guests in the hotel (Casado, 2012). I have observed that as a housekeeper I need to interact with the customers and need to know about their needs and requirements. Therefore, I have to be very skilled in the interaction process and very attentive to do the housekeeping work such as cleaning rooms, providing accessories and maintenance of room services properly. I have experienced that interpersonal and communication skills are the key aspect and requirements in the housekeeping job. It is very important to know how to communicate with the team members (Vallen & Vallen, 2012). I have learned and understood that the ability to communicate with the team and answer appropriately can help to grow in my housekeeping career. Effective interaction with the hotel staff is very necessary for a housekeeper to speak about the requirements as this is a very responsible job in the hotel. I have observed that as a housekeeper I need to communicate with every guest in the hotel and need to address all the concerns about the facilities of the hotel.  I have experienced that to work actively in the housekeeping team, I must have problem-solving skills to identify issues that could arise in the hotel (Tesone, 2010). I have understood some hard skills which are very important for the housekeeping team. Some specific skills can be developed through professional behaviour and flexibility to mould in all working environments. I have observed some common hard skills such as carpet cleaning, deep cleaning, polishing, sanitisation of the rooms and bathrooms, floor cleaning, maintenance of the garden in the hotel and other activities which can give an attractive look to the hotel environment that can attract more customers (Ferdinand and Kitchin, 2017). I have also experienced that remaining consistent is the key factor which can give me success in the housekeeping career. I have to be very professional and committed to my team to avoid any conflicts and problems. Stress management must be possessed in the housekeeping team to be able to reduce stress to maintain a positive attitude all the time.
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Component Two:

	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?


	A guest has made a complaint that they find their room unclean at the time of their arrival. I have noticed that the previous guest of that particular room has checked out for the room very late and the time of cleaning the room was not available. The previous guests smoked inside the room and made the room dirty. The bedsheet was stinky, and the entire room was disorganised. As a result, the current guest complained about this issue on their arrival. The towels and bed were unclean, and the window was full of rubbish. This happens due to the infringement of the regulation done by the previous guests. The guests should have been leaving the room by 12 noon. However, the guests did not leave the room till 1:30 p.m. and that leads all these issues. The new guests arrived at 1;30 p.m. with an advance reservation for that same room. This is how the thing got happened and the arrival of the new guests face this thing. 


	I have observed that the role of the team leader is to maintain the standard of the presentation of different services and food to organise the team to provide the qualities of customer service at all times. The work and communication should be organised among the workers by managing the progress. The problem-solving management and allocation of resources will be directed by the team leader (Shibro, 2022). I am the current team leader of my team in the Premier Inn Peterborough North. This is located at 1023 Lincoln Road, Walton, Peterborough. I have maintained since the joining time to maintain the hotel rooms with other services efficiently constantly with the team and it has achieved the chain five out of five stars. I always behaved delightful manner and maintained warm conduct with the guest coming to this place. The hotel directory has always ready to help our guests to find the perfect spots for the customer.

	In this situation, the customer complaint brings a problem that may lead to a decrease in the reputation of the hotel. Hearing this complaint directly from the guest I will make everything fit and sound. I am informing the front desk authority and stating everything to them. After that, the authority addresses the entire situation in that room. I will make sure to the guest that within a short time, the problem will be resolved. I will offer them to shift to another room for a maximum of one hour to rest. My housekeeping team will work as per my direction to clean the room properly (littleoneslondon., 2023). I direct my team to change the bedsheet and pillow covers soon. The dusting of the entire room’s floor is going to be maintained. My team remove rubbish from the widow and clean that place properly. I must clean the furniture and the balcony. The room would be ventilated and wipe off the high-touch surfaces. I would recommend my team vacuum the floor and the roof. I will notice every corner of the room attentively.
	I am the team leader of the housekeeping service on a particular floor of the Premier Inn Peterborough North. I myself supervise the daily activities of the room and house attendants in the housekeeping department. I am acting honestly as the caregiver in the absence of the manager and take note of missing items before the guest’s departure. To prevent this situation from happening in the future I will contact to control desk of the hotel (resources, 2023). It can happen among the different activities taking place at various locations in the hotel. I will coordinate with the front office for the current room status after the guest’s departure. I will see the work of cleaning the housekeeping and sorting out the discrepancy situations. I will present the room status report to the departure register including the room status after the guest’s departure (poloandtweed, 2018). I maintain the updated list of sales under laundry service and dry cleanings. I must call the manager if any breakable item is found damaged or destroyed before the checking time of the guest’s departure.

	I will introduce my housekeeping team to the following measure to be effective. I will tell my team to adjust the tasks to the guest’s expectations and do the service with integrated maintenance with property management. I must tell my team members to simplify the failure reporting and know the status of every room (bbc, 2020). As I have observed that my team member will be directed by me to tackle the laundry every day, wipe down every surfaces properly and clean the fridges regularly each day. Actually, I suggest my team to be suitable, shined, standardised and sorted.
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	Training Notes: 
Skills training
The housekeeper team needs proper cleaning skills training to give them proper protocol and process on how to be done effectively cleaning in the hotel. A common ground for all the housekeeping staff should be developed. The housekeeping team needs to give proper skills training on different activities like how to make beds for the guest. There are several activities like vacuuming, dusting, room setup and bathroom cleaning which need to be given properly by training (Jones, 2010). It will be best if guidance and handbooks for key skills for housekeepers can provide to the staff.
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	Training Notes:
Attitude guidance training
It will be very crucial for the hotel to give proper attitude training to keep a good environment in the hotel to impress their customers. It is essential to provide effective guidance and training for how to be polite and interact with the guest in the hotel. The housekeepers need to maintain their attitude when they need to attain every task and guests in the hotel to fulfil their requirements. It will be best if strategic training about the departments of the hotel can provide to the housekeeper to give them a layout of all sections properly. A training course on the behaviour of staff can be designed for the team member to give them knowledge about interpersonal skills and positive thinking skills (Mullins and Dossor, 2013). Self-grooming training will also help the housekeeping team to boost their confidence.
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	Training Notes:
Knowledge training
The most important aspect and task are to give proper training on the diverse knowledge of the housekeeping work to meet the standard of the hotel. The training will aim to increase the sequence of performance to boost the efficiency of the work. A proper training course can be designed to give knowledge on a day-to-day basis about hotels regulation and policies, restaurant cleanliness methods and different skills that can require to maintain the management of the hotel. Effective training on the use of equipment and product can be given to the staff (Bridger, 2018). This will help them to be familiar with the techniques and equipment to maintain proper hygiene in the hotel.
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	Training Notes:
Guest etiquette training
One of the significant parts of the hotel and hospitality industry is to deliver the best guest etiquette to attract more staff. Therefore, it will be great if a training programme on the importance of etiquette can be planned for the staff. It has been seen that poor interaction can negatively affect the business of the hotel. Therefore, during the training of the staff, proper guidance on appropriate body language and gestures will be provided (Johnston et al., 2012). This training will be helped housekeeping team to understand the cultural difference of the guest and how to deliver the best interaction to impress them.
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	Training Notes:
Health and safety training
One of the important parts of housekeeping work is to maintain safety and health protocol in the hotel. The training programme can be designed to give all the measures and protocols for safe lifting techniques. Workplace violence prevention training will be effective for the housekeeping team to maintain good relations with each other in the hotel. Detailed taring on employee health resources will be good to give a proper idea about various activities that can be done to give the best service to the guest (Leiter and Bakker, 2010). Fire safety and the use of fire equipment can be given by training. For emergency medical treatment the staff should be given proper training.
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	Training Notes:
Hands-on management training
The housekeeping team will be benefitted from the proper hands-on management training according to the Deloitte Model of employee engagement. It will be good for the hotel to create the best workplace for every individual. The training programme can consist of several hands-on taring on the use of modern equipment to clean the hotel floor and rooms, the use of automated machines to work very quickly (Raghubalan and Raghubalan, 2016). Building of strong team to take fast decisions on various issues.
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	Training Notes:
Performance management training
According to the Deloitte model, it is very important to give performance management training to the staff to give them proper employee training on the proper workflow and how to be effective in the communication and time management process to give better performance in the housekeeping jobs. The training programme can include a comprehensive practice-based programme where they can gain ground knowledge (Fallon & Rutherford, 2010).
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	Training Notes:
Operational training
The housekeeping staff can be benefitted from operational training on productivity and work tasks in the hotel. This training programme will be included details training on learning and development, teamwork collaboration, diversity and inclusion in the workplace and people management (Cottrell, 2019).
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	Training Notes:
Laundry training
The housekeeping staff must be benefited from the laundry training which focuses on professional laundering to maintain hygiene and safety. The process of sorting the clothes, pre-treatment of washing, the technique of proper washing, drying and folding and ironing will be taught in laundry training. The process of bagging transportation and packing clean linen will be trained by the authority to the housekeeping staff. Delivering the standard of cleaning is very important to avoid an unsafe environment. Treating the stains and lifting all the clean clothes keep the clean and good ambience of the room (Rogers, 2008). It is intact the reputation of the hotel and the housekeeping authority.
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	Training Notes:
Maintain the hotel equipment
Regular scheduling, cleaning and service to the inspections of the equipment in the hotel are done by the housekeeping team. The team is given the proper training by the manual and information guide to maintaining the coffee maker, vacuum cleaner, tea maker, refrigerator and so many other types of equipment present in the hotel. The housekeeping team keep noticing the warranties of the equipment. The team informs the front desk authority if any damage to any equipment took placed by the guests (Quick, 2020). It is a very important task for the housekeeping team.	
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