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The housekeeping department plays a crucial role that significantly impacts the entity’s success and stature within hospitality management and business. However, the pivotal role of housekeeping is considered an inseparable component as the unit is solely responsible for the systematic maintenance of the hotel. The following essay will illustrate its relevance in the hotel industry and its contribution to enhancing customer satisfaction. The necessary skills required to fulfil the job role of professional housekeeping personnel will also be part of the discussion. However, a detailed account will provide my experience as an intern at Premier Inn as a staff of the housekeeping unit. The section will underscore my proficiency in handling tasks in complicated situations and evaluate my competence.
The department of housekeeping in a hotel industry includes several domestic maintenance responsibilities which further requires the attainment of many important aptitudes. A comprehensive knowledge and understanding of various cleaning techniques, suitable utilisation of cleansing agents, and skilful implementation of effective sanitation processes are of utmost importance. Acquiring a thorough comprehension of the suitable techniques must be known the housekeeping personnel to accomplish the said task (Cottrell, 2019). Cleansing diverse surfaces, following safety protocols when handling chemical substances, and conforming to the designated sanitary standards are all integral components in this context. Housekeepers typically adhere to a pre-established timetable and are accountable for executing a range of tasks within a designated timeframe. I have done my internship in a reputed hotel namely Premier Inn as a staff of the housekeeping team (Leiter and Bakker, 2010). During my internship, I have realised the importance of the proficient management of time which can help me to efficiently prioritise tasks. Moreover, adhering to stipulated deadlines, and maintaining productivity throughout the duration of the day is also pivotal. However, it was expected of housekeepers to demonstrate meticulousness in order to thoroughly sanitise each area and ensure that no aspect goes unexamined. This involves the discernment and modification of particular regions requiring focus or additional hygienic interventions. Another attribute that a housekeeper must develop is regarding their strength and activity (Mullins and Dossor, 2013). However, this occupation necessitates considerable physical agility, encompassing prolonged periods of standing and ambulation, undertaking strenuous lifting, and executing repetitive motions. I have come to know why sufficient physical endurance as well as patience is considered fundamental for running a successful entity and for the execution of tasks. During the busiest days, especially holidays, the personnel need to be fit and energetic to face the challenges. As a member of the of a housekeeping team of Premier Inn, I had to exhibit proficient organisational abilities. However, I had to apply my academic knowledge to resolve the issues, still there were certain unpredictable situations where I had to rely on my quick problem solving skills. The obligations I was entailed to were supervision of the inventory, maintenance, and allocation of cleaning equipment and supplies, implementation of work schedules and well-defined regions. Effective communication is indispensable for successful teamwork and interactions with guests and fellow colleagues. After the course, I have successfully attained the ability to make open communication with the domestic staff to comprehend instructions and joined the meeting to seek for clarification. I, as a housekeeping personnel, have encountered many unexpected predicaments or impediments while fulfilling my duties. The proficiency in problem-solving skills enables quick and decisive cognitive processing, resulting in effective resolutions of a variety of issues that may arise. I often perform their duties in public areas, such as hotels and resorts, which requires them to provide exemplary customer service. Maintaining a professional and genial demeanour and addressing their needs or complaints with a friendly and professional manner in the provision of quality guest service is necessary. This was also essential for me to possess an extensive understanding of safety procedures and adhere to them consistently to prevent occurrences of accidents. Moreover, to fulfil my responsibilities, it was vital that I acquire an understanding of security protocols and proficiently address any instances of questionable behaviour (Bridger, 2018). 
After the completion of the internship, I have possessed a robust inclination towards adaptability and flexibility are considered to be of great value in the sphere of housekeeping personnel. In light of changes in workload, guest preferences, or unexpected events, individuals may be obligated to adjust their day-to-day schedules and priorities. Such modifications may be deemed necessary to ensure successful execution of their tasks and responsibilities. The competencies of the housekeeping staff may manifest distinct characteristics depending on the particular circumstances and organisational context in which they are situated.
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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?


	

Dirty room with stains on the floor

	Uncleaned floors and stains are one of the common complaints that hotel administration receive. The primary reason for spots is that they are not cleaned routinely and sufficiently with proper cleaning agents. Moreover, dirt may be due to poor housekeeping practices, such as utilising messy wipes or towels and not supplanting them with clean ones.
	I will make sure that the stains are cleaned immediately and if anything spills that is also cleaned up at once so, no matter how trivial the spot is, it does not spread. Along with that, I will make sure that a proper and standard cleaning kit is used. 
	As per my knowledge, I will put up a clear instruction on the wall whenever, any guest is staying to contact the room service immediately if they spill anything on the floor or carpet no matter how trivial that can be. Additionally, I will recruit such staff who are knowledgeable in this area of housekeeping department. 
	After consulting with the administration, I will also make sure more investment is out in this department to cater the most satisfactory customer experience. This will help the unit to have more carpet and other tools available in emergency situations.

	
Bathroom amenities not working properly.


	Bathroom is one of the most impetrative components that every guest first looks for immediately after entering the room. However, a minute negligence can leave a bad impression of the hotel. Unpleasant odour can be felt, or dirty stains can be found which would very crucial for the hotel’s reputation. Moreover, it will raise concern regarding hygiene issues of the entity. The bathroom amenities might not work properly, or it can be found broken. Subsequently, poor maintenance also can cause uncomfortable odour in the drains.
	I will take necessary measures and call the repair service to make necessary amendments to resolve the issue. Afterwards, I will talk to the guests and try to provide another room to them with discounts. However, to keep the bathroom neat and clean, I will make sure that standard products are used to prevent any mould or mildew to breed on the tiles or grout lines.
	This should be a major concern regarding the hotel industry as an unhygienic bathroom can cause a lot of troubles and guests can get sick. Hence, I will make sure that the washrooms are cleaned properly and effectively. Verified products are used in a sufficient amount and cheap ones are avoided to clean the toilets and bathtub. This is also vital that washroom is not only dirt-free, but also it should look fresh. 
	However, to enhance team effectiveness, I will conduct a meeting and will present the issues that guests are facing. Additionally, I will provide an opportunity for an open discussion where they can significantly contribute their thoughts, strategies, and opinion. Alongside, I will also think to conduct more workshops and training sessions so the staff can attain in-depth knowledge to overcome the difficulties and can easily identify the mistakes in their techniques. 

	
Dirty curtains and draperies


	There can be multiple reasons and one of them can be the location of the hotel. They can be a breeding ground for dust mites, mould and tidy bugs for which the curtains got stained and the dirt is visible (Raghubalan and Raghubalan, 2016). Moreover, poor maintenance of window or the utilisation of wrong product to clean it must have affected the quality of curtains and draperies.
	As the team leader of the department of housekeeping I will immediately take action.  First, I will take details from the guests and listen to their complains to comprehend the matter. Thereafter, I will call the staff in charge or on duty and will interrogate to have a proper knowledge what happened. I will professionally try to resolve the matter and allocate the guests a better room of their preferences without making them wait. I will make the staff on duty to make amendments as soon as possible.
	However, as a team leader I will be more conscious and check if the curtains and drapers are properly changed. Additionally, I will make the staff aware of their mistake so the mishap does not happen again (Quick, 2020). 
	Being a team leader, it is my responsibility to induce positive communication and environment so all the staff feel free to talk about the intended problems. Alongside, I will make sudden visit and supervise the rooms after being cleaned before the guests arrive. This will also make the staff cautious and attentive while being on duty. 

	
Stains on the floor

	The prime reason for spots is that they are not cleaned routinely and sufficiently with proper cleaning agents. Moreover, dirt may be due to poor housekeeping practices, such as utilising messy wipes or towels and not supplanting them with clean ones.
	I will make sure that the stains are cleaned immediately and if anything spills that is also cleaned up at once so, no matter how trivial the spot is, it does not spread.
	As per my knowledge, I will put up a clear instruction on the wall whenever, any guest is staying. This will enable them to contact the room service immediately if they spill anything on the floor or carpet no matter how trivial that can be.
	I will make sure that proper cleaning agents are utilised.

	Foul odour


	Due to installation of poor ventilation system, foul odour can occur disrupting the customer experience.
	I will professionally try to resolve the matter and allocate the guests a better room of their preferences without making them wait. I will make the staff on duty to make amendments as soon as possible.
	I will make the staff aware of their mistake, so the mishap does not happen again.
	I will report the higher authority to install proper ventilating system.




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: Training housekeeping staff is crucial for the success of a hotel considering today’s scenario. Training provides employees with clear brand standards for cleanliness, detail, and guest service, enhancing guest satisfaction and the hotel's reputation. The sessions also emphasise health and safety procedures, teaching proper chemical handling, PPE use, accident prevention, and hygiene maintenance. Safety guidelines and professionalism for employees and guests, while fostering teamwork and motivation among housekeeping staff can also be induced. They learn to manage tasks, prioritise work, and collaborate for harmony, productivity, and exceptional service. Investing in training for housekeeping staff ensures brand standards, safety compliance, and motivated employees for superior guest experiences in a successful hotel. 
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	Training Notes: Cleanliness and Bed-making skills: The cleaning and sanitising training program refer to the learning of proficient cleaning and sanitisation methods. The purpose is to make sure that germs from all zones of the hotel room are eradicated. However, the appropriate utilisation of cleaning chemicals entails adequate training for the housekeeping staff. This will ensure a secure and accurate procedure so the employees do not get exposed to any disease (Casado, 2012). Moreover, it includes proper procedures for the dilution, handling, and storage of cleaning kits and chemicals. Another vital job of a housekeeping member is to be able to make beds which requires a unique skill. However, the training session must enlighten them on the importance of the said attribute and how it can impact the guest experience. The job is done in multiple layers and every step should be properly followed to make the bed comfortable and cosy (Fallon and Rutherford, 2010). 
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	Training Notes: Communicating with guests and colleagues: Communication skill is a vital component in the housekeeping department as the facility necessitate collective effort. A floor manager must ensure that the staff promote open communication so all the tasks are done efficiently and no gap is created among them. The supply chain must be followed so the instructions reach the correct employee for a specific job. All the housekeeping members should be knowing how to coordinate and serve the best service to the customer (Ferdinand and Kitchin, 2017).  The housekeeping unit within a hotel must be knowing how to interact with the guests in an amicable manner maintaining professional endeavour. The program should aim at developing the employees’ communication skills with guests to ensure a positive customer experience. This will train them in business ethics and utilisation of formal language with proficiency and sounds welcoming. While doing the service, the staff should be able to interact with them to properly comprehend their requirements and act accordingly (Johnston et al., 2012).
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	Training Notes: Time-management skills: Time management training is one of the primary necessities that the hotel administration must facilitate. The attribute can be extremely beneficial to ensure that the housekeeping unit completes its tasks in an efficient and timely manner (Jones, 2010). After the departure of the guests and before the arrival of the new ones, the room must get ready for service. Hence, the program can enhance their cognitive power and coordinate skills to do the job within the stipulated time (Rogers, 2008). 
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	Training Notes: A crucial component in ensuring guest safety and well-being in the hospitality industry is comprehensive safety protocols for housekeeping in hotels. Additionally, upholding high levels of cleanliness and hygiene serves to mitigate the chances of mishaps, physical harm, and ailments (Sharma, 2019). The training can enlighten the staff members to adhere to relevant regulations and restrain themselves from engaging in actions that may result in legal consequences. The hotel staff will receive comprehensive training to ensure their readiness to handle emergency situations. Knowing hotel housekeeping safety protocols is crucial to ensure guest safety and hygiene to prevent mishaps. Staff must comply with regulations, stay prepared for emergencies, and protect hotel assets (Tesone, 2010). 
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	Training Notes: Handling housekeeping technology.
Housekeeping staff require knowledge of technology to operate complex equipment and provide optimal service. Lacking proficiency harms customer satisfaction, delays tasks, and ruins guest contentment. Staff must be trained to manage technology efficiently for efficient task handling. With the advancement of science and technology, the hotels are updating and the housekeeping department has become more dependent on the system. Hence, it has become important to provide them with sufficient training to improve their skills and aptitude.


	
[image: ]


	Training Notes: Organisational skill
The provision of training in household organisational skills is essential for ensuring the efficient functioning of any establishment. By fostering the development of organisational abilities among housekeeping personnel, their aptitude for productivity and efficiency is augmented. The training program emphasises efficacious management of time, prioritisation of tasks, and upholding hygiene standards. Investment in housekeeping organisational skill training has been demonstrated to facilitate the ability of ventures to provide exceptional service.
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	Training Notes: There are employee engagement models to enhance engagement, such as the Engagement Pyramid by Blessing White. The Engagement Pyramid has three levels which are committed, passionate, and motivated employees. Connected employees go the extra mile, but checked-out ones lack enthusiasm and emotional investment. Unhappy, unproductive employees may leave for better opportunities. Moreover, the Engagement Pyramid aims to boost employee engagement by moving them from lower to higher levels and avoiding negative attitudes and actions (Vallen and Vallen, 2012). Furthermore, to boost engagement, companies must prioritize factors like fulfilling tasks, growth opportunities, competent leadership, clear communication, and favourable workplace culture. The Job Demands-Resources Model from Bakker and Demerouti is also widely used. The model shows a balance between job demands and resources in determining employee engagement. Use models, surveys, and tools to understand employee engagement, improve it, and create targeted interventions. Remember that engagement is dynamic and needs consistent effort from both employees and the organization for a thriving workforce (Wood, 2013).
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	Training Notes: This presentation has showcased key training techniques for the hospitality housekeeping staff. This particular department is crucial in improving customer experience in the hotel industry. Training housekeeping staff is vital for optimal performance to gain brand name and recognition around the world. However, the first slide has demonstrated that cleanliness and bed-making training programs improve brand standards. Furthermore, it is immensely related to cleanliness, meticulousness, and customer service, leading to higher guest satisfaction and a hotel reputation. Thereafter, the next slide elaborated on the importance of communication skills which is important to interact with guests as well as to collaboratively work with colleagues. Following this, the succeeding slide has discussed time-management skills and how it impacts the entire workforce procedure.  The next one has focused on health and safety protocols, covering chemical management, PPE use, accident prevention, and hygiene maintenance. Promoting safety, professionalism, teamwork, and motivation among housekeeping personnel through appropriate protocols is vital in this context. Lastly, an employee engagement model, Engagement Pyramid has been investigated for a better understanding of the subject matter. People learn to handle responsibilities, identify important tasks, and work together for great results marked by smooth operations, efficiency, and excellent support. Training for housekeeping staff leads to exceptional guest experiences in hotels.
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	Training Notes:
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Introduction

The following presentation will demonstrate the
different kinds of pivotal training methods to train the
housekeeping department in Hotel Trinity.

Training housekeeping staff is crucial for the success of
a hotel considering today’s scenario.

Investing in training for housekeeping staff ensures
brand standards, safety compliance, and motivated
employees for superior guest experiences in a
successful hotel.
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