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	[bookmark: _Toc136119494]The key skills required when working in the housekeeping team.
Time management: If I want to market myself as an executive housekeeper, I should underline my ability to manage a team of housekeepers, my knowledge of cleaning techniques, and my practical experience with visitors' demands. Another thing I should emphasise is creating a friendly and tidy environment for guests. To be diligent, I must labour nonstop to keep my workspace organised. If I want my employer to be happy at work, I should work harder. (Ratnatunga and Balachandran, 2019).
A careless cleaner runs a greater risk of losing or harming valuable goods while doing everyday responsibilities. Another essential skill that I should concentrate on developing is time management.	Most businesses want flexible workers, particularly live-in housekeepers.	Therefore, in order to do everything without running behind schedule, it's essential that I have effective time management abilities. (Ogunmokun and Tang, 2022).
Attention to detail: My resume should highlight my talents as an Executive Housekeeper by outlining my professional experience in the field along with any relevant education or training I have acquired. Include any additional qualifications or specialised skills that can help I stand out as a candidate for the position. A considerate cleaner would, however, handle each item with the same level of care as if it were their own	Instead of a sadist, they could entrust their house to a cheerful employee.	Being creative is a skill that housekeepers must develop in order to solve difficulties relating to their line of work and build fresh ideas using opposing viewpoints.	The most crucial times for innovation are when my work is most difficult. (Lambin, Chumpitaz and Schuiling, 2021).    
Teamwork: Sometimes housekeepers may help when a guest complains that a room doesn't come up to their expectations. They need to communicate well if they want to be effective at this. If I are good at washing, I won't have to spend additional money, thus it will be lot simpler for I to do my task. I will do laundry activities such as washing, ironing, and folding.
Effective communication: It is essential to continually work with the knowledge I have acquired from my previous career. In order to keep my job, I need work hard and passionately since my employer will trust I if I are reliable. If I are creating one for a housekeeping position.
They must be able to examine a location and ensure that everything is stored appropriately. Some housekeepers use their phones to take pictures before they start so they can make sure everything is placed back precisely where it was at the end of the day's work. (Doole and Lowe, 2016).
The manner in which I will be able to use theoretical understanding when working in industry
During the housekeeping work section, I have a variety of duties to do, like cleaning the bathroom, making the bed, cooking meals, washing the linens, ironing, and folding items. Both guests and management will be impressed by my abilities to keep the space neat and pristine. I'll be able to complete my task quickly thanks to my cleaning prowess. A housekeeper is a cleaning professional who works in both private homes and public spaces like hotels. Include any relevant information that can help to show why I are a solid candidate for the job. I should be prepared to discuss how I'll keep the area ordered and clean as well as how I'll deal with difficult guests or situations.
My employer won't be able to trust I to take care of their house unless they are satisfied that I are reliable.	When the area is neat and well-organized, those utilising it will feel comfortable and relaxed. In contrast, even part-time hotel cleaners and maids have a big responsibility that needs a lot of trust. Find a way to cultivate a trustworthy, professional attitude, especially if I work as a live-in housekeeper. (Hair et al, 2014).    
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Importance of the topic in the hospitality industry
Housekeepers must be able to utilise certain tools, including mops and vacuums, while cleaning guest rooms. They need to make sure their cleaning carts are well equipped to prevent having to waste time going back to the department to get what they need. Applying the aforementioned housekeeping abilities and traits, My capacity to present new initiatives as a way of boosting my workplace efficiency will benefit. If I have them, will enable I to swiftly and simply create the core competency or skills portion of my resume	This will strengthen my resume since these are the abilities and characteristics that recruiters often seek for when making a hiring decision for a housekeeping career. (Chaffey et al, 2021).
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Component Two:
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	Problem
	Why did it happen?
	What are I going to do?
	How will I prevent this from happening in the future?
	What measures would I introduce to improve team effectiveness?

	The Hotel room had not been cleaned properly.
	Major complaints from customers may need rate-related service recovery measures. Offering a reduced or free stay, an upgraded room, free service packages, in-house credits, or other "olive branches" connected to hotel income may be appropriate in cases of severe discomfort. An approach for service recovery should be part of any hotel marketing plan.
	Describe the particular circumstances under which service recovery may be justified and which staff are permitted to conduct service recovery when responding to customer complaints.
Guest comfort, safety, and happiness are the outcomes of efficient hotel maintenance management. As a result, pleased customers could recommend the establishment to their friends, relatives, and even complete strangers online.
	a consequence of poor overall maintenance? Guests who are uncomfortable, stressed out, and grumpy will undoubtedly vent their frustrations to anybody who would listen!  
I probably already know that some customers would hesitate to book if they read one negative internet review. (Changchien and Lin, 2016).
	Therefore, why doesn't every maintenance supervisor manage their division like an efficient machine? Simply said, maintaining a hotel entails a lot of moving parts. 
Organisational procedures that guarantee the completion of preventive maintenance (PM) duties are sometimes difficult for small-team establishments to put into place.

	Room service issues
	I are handling their issue in a certain way. Making an unhappy visitor feel heard might be accomplished by taking a minute to clarify my reaction. A brief explanation of my reasoning might reassure a visitor that I have chosen the right course of action rather than making them feels as if I are attempting to dismiss their worries. (Changchien and Lin, 2016).

	The more I practise the more confident and at ease my staff will be handling guest complaints. Hotel staff should ideally be on the same page but avoid being robotically friendly or reacting to guest concerns as if they were reading from the same script.
	Ask the staff for instances of actual visitor issues they have dealt with. Play out several situations to help hotel personnel hone their responses to similar complaints from visitors. Hotels must ensure that their staffs is prepared for any problems by training them on how to handle any situation.

	Employees may see instances of how others behave with a disgruntled customer by practising situational situations during training. Additionally, participating in training drills before a complaint occurs might assist team members feel more at ease. (Djurica, 2020).      


	Problems related to food
	Experts in the hospitality industry are aware that certain visitors are just hard to satisfy. There always appears to be a denial of every proposed solution: it's too late, it's too little, or it's not good enough. Self-serve enables I provide quick customer service while reducing my staff's workload by half. Customers feel more at ease when given a self-serve option to make a hotel reservation or contact room services without a person being there. (Hair et al, 2014).    

	Create training situations that include frequent visitor complaints, such as hostility, antagonism, or even nonsensical replies. Together, come up with a range of unique solutions to the visitor's complaint. Discuss the pros and cons of each situation. (Djurica, 2020).      
	Thank visitors for taking the time to bring a concern to my notice. Let them know that I value their candid input since it enables I to enhance hotel services, rethink problematic rules, or identify areas in which staff training is lacking. (Doole and Lowe, 2016).

	
Sharing customer complaints with staff employees might help them identify recurring difficulties and motivate them to address issues as they arise. But reviewing a lot of negative comments would undoubtedly dampen team morale. Gather and communicate with hotel staff the good customer comments. Focus on the comments that the hotel as a whole, specific departments, and individual personnel get.


	Cleaning issues
	Even if a visitor does not seem to have any immediate intentions to visit again, follow up with them. After they've left, send them an email or ask them to schedule a video chat so I can learn more about their experience. On the other side, bad treaatment will very surely convince repeat customers to book their future trips somewhere else. (Hill, 2018).       

	The initial complaint, how it was handled, and whether the visitor departed with a favourable or negative image of the hotel may all be discussed by hoteliers who were unable to directly address a displeased client. (Hoffman and Bateson, 2022)   

	Remember not to take customer complaints personally, whether I am dealing with a disgruntled visitor who is unhappy with the state of the property or attempting to defuse a tense lobby of unhappy customers after a mishap with overbooking. Always take good care of both my personal and professional needs.
	Remind myself and my team members that irate customers are expressing their dislike of the circumstance, not I. Even when a guest's feelings seem to be directly aimed at I, try to keep myself personally apart from their reaction. (Hutt and Speh, 2020).       


	Room delivery issues
	All employees need to get training in handling customer complaints, not only those who work in roles that involve direct contact with customers, according to hospitality-focused hoteliers who prioritise service. (Kotler, Kotler and Kotler, 2020).
	Guests with complaints about cleanliness or leaks in their rooms may also be encountered by staff members from the housekeeping, maintenance, food service, and laundry departments. Giving all team members training in complaint handling will assist ensure that any guest complaints received will be handled politely and swiftly.
	Providing smooth customer service is the cornerstone of the hospitality sector. The reputation of the hotel might suffer greatly from a one negative guest experience. 
Hotels that go above and above to prevent frequent issues have a better chance of retaining guests and preserving their impeccable reputation. (Kotabe and Helsen, 2019).      
	If I don't have the right CRM software that enables I to efficiently address all client concerns, handling guest complaints in the hotel sector may be challenging.
A certain approach to encourage repeat business, maintain the reputation of my hotel brand, and boost total income is to always be prepared to delight and please my customers.
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	Training Notes: 
A good housekeeping checklist will include simple-to-follow directions for doing the kind of cleaning for which it is designed. It should be possible to view and follow the list in the team members' native tongues as well. Staff training is related to the last item. For the employee to learn how to do their job and understand how to adhere to cleanliness and safety requirements, the training I provide during on boarding is crucial. But by providing additional training, personnel may become more productive and even sub-specialized. I may provide specialised training for tasks like handling clothing, sanitising spas and wellness facilities, sterilising and disinfecting rooms, and washing windows and facades. (Kotabe and Helsen, 2019).      

	


	Training Notes: 
The resort has guidelines about additional towels, amenities, and opening guest rooms that housekeepers must be aware of. Housekeepers need to be aware of the acceptable and prohibited behaviours as well as whether or not to document the contact. Although every site is different, the advised approach is to encourage guest contact when they want it and to refrain from initiating it. Ants, bedbugs, cockroaches, moths, and flies are among the pests that may infest hotels. Knowing each one's life cycle enables I to do good preventive maintenance as opposed to performing tasks ineffectively.
For instance, thorough vacuuming or frequent, hot bedding washing are insufficient. Instead, I should check the wood for cracks and holes, use metal laundry carts, and place them at the doorway of the room (to stop pests from spreading). (Lambin, Chumpitaz and Schuiling, 2021).    


	

	Training Notes:
Make that the washing, drying, and ironing equipment is in excellent working order. However, I may also cut down on washes and save time if staff members are knowledgeable about the items. Understanding how to utilise emulsifiers to remove oil from spa and cosmetic items is helpful, for instance. Hoovers for hard floors, bugless hoovers, upright models, water models, solids-only models, solids-and-liquids models, etc. Cleaning restaurants, bars, and breakfast rooms, for instance, takes less time for those who can clean solids and liquids. Find a comprehensive manual here. (Mullin, Hardy and Sutton, 2014).     


	

	Training Notes:
According to a common belief, acquiring new clients costs 25 times more than keeping existing ones. What if this also applies to my staff? I can stop recruiting and training trainees when I keep my best employees. We are aware that employees who are happy with their jobs and working environments are less likely to quit and more productive. So, the following six techniques will help I retain more talent. A fair salary and a stable job arrangement, since low salaries are one of the major grievances in the tourist industry; A workforce that has been specially educated to conform to EPA requirements is required to clean and sanitise a restaurant; here is where the knowledge of a specialised outsourcing firm is vital. They understand the right methods for sterilising surfaces and utensils used in food preparation, how to disinfect industrial equipment successfully, and how to complete a detailed checklist that includes sweeping floors, washing windows, and cleaning toilets. Budgets should not be strained in order to confidently connect with an outsourced firm like Jani-King where attention to detail across the space is important. (Noe et al, 2016).  

	

	Training Notes:
Training, which was previously mentioned before and provides a chance to advance one's career while also learning new things; Pay attention to criticism since it might help I feel more heard. Gather the team before shifts, for instance, and ask them for their suggestions, then attempt to put them into practise;  As much as feasible, flexible working hours. Using an app that allows staff to change shifts is one recommendation from UK experts; Establish clear and open objectives so my staff is aware of the effect it has on client satisfaction. Share gratifying remarks when I get them; Provide a bonus when goals are attained. Nothing compares to the satisfaction of a job well done. (Novin, Arjomand and Jourdan, 2021).       




	

	Training Notes:
When visitors come, every area of a home will be examined as part of the "white glove test" - no place is off bounds. These are the top five suggestions for enhancing my cleaning operation.
For housekeeping jobs to work well, staff training is essential. Hotels are increasingly using the services of commercial cleaning outsourcing companies to train in-house housekeeping personnel on how to apply safe and sanitary sanitization practices and provide visitors with individualised treatment. Additionally, it is crucial for the cleaning team to comprehend the important part they play in a hotel's revenue by offering spotless areas for cherished guests to do their work and engage in leisure activities. After implementing a more effective cleaning procedure for hotel restaurants, chefs and the whole kitchen staff can concentrate on serving customers the meal of their dreams: a well-prepared meal that stimulates the palette. (Ogunmokun and Tang, 2022).


	

	Training Notes:
A cost-effective strategy to succeed with housekeeping education and processes is to work with specialists like Jani-King, whose excellent cleaning technique is sophisticated. Making an investment in cleaning professional’s means making an investment in the people who will be shaping the greatest levels of visitor pleasure.
Here's another benefit of working with an outsourcing firm: since the outsourcing firm handles these problems, the quantity of workman's compensation claims filed by hotels may decrease. Hotels may also lower the benefits they are obligated to provide under the Affordable Care Act by teaming up with a subcontractor for cleaning services. It involves reducing labour expenses while maintaining the cleanliness of the room. (Ratnatunga, and Balachandran, 2019).
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A basic training presentation for your colleagues within the housekeeping team
to get the best out of them (Continued)

» A good housckeeping checklist will include simple-to-
follow directions for doing the kind of cleaning for which

it is designed. It should be possible to view and follow the
list in the team members' native tongues as well. (Mullin

etal, 2014)

» I may provide specialised training for tasks like handling

clothing, sanitising spas and wellness facilities, sterilising
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A basic training presentation for your colleagues within the housekeeping
team to get the best out of them (Continued)

Communication
The resort has guidelines about additional towels, amenities, and
opening  guest rooms that housckeepers must be aware of.
Housckeepers need to be aware of the acceptable and prohibited
behaviours as well as whether or not to document the contact. Although
every site is different, the advised approach is to encourage guest
contact when they want it and to refrain from initiating it. (Ratnatunga
etal, 2019)

Guest Interaction:

Knowing cach one's life cycle enables I to do good preventive
maintenance as opposed to performing tasks ineffectively. For instance,
thorough vacuuming or frequent, hot bedding washing are insufficient
Instead, I should check the wood for cracks and holes, use metal
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A basic training presentation for your colleagues within the housekeeping
team to get the best out of them (Continued)

+ Collaboration and teamwork:

* Make that the washing, drying, and ironing equipment is in excellent
working order. However, I may also cut down on washes and save time
if staff members are knowledgeable about the items

+ Understanding how to utilise emulsifiers to remove oil from spa and
cosmetic items is helpful, for instance. Hoovers for hard floors, bugless

hoovers, upright models, water models, solids-only models, solids-and-

liquids models, e
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A basic training presentation for your colleagues within the housekeeping team
to get the best out of them (Continued)

“Problem-Solving and Guest Recovery:
According to 2 common belief. acquiring new clents costs 25 times more than
keeping existing ones. What if this also applies to my staff? I can stop recruiting and
raining trainces when keepmy best employees
We are aware that employees who are happy with their jobs and working

environments are less fikely to quit 2nd more productive. So, the following six

techniques will help 1 retain more talent.
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+ Clearly define my brand standards:

+ Training, which was previously mentioned before and provides a chance
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The brand standard is being
procedures are also being followed

* Given the option of feedback and corrective actions:
* Keep an eye on brand compliance:
*  Employees should have sufficient health and safety training

When visitors come, every area of a home will be examined as part of
the "white glove test’ - no place is off bounds. These are the top five
suggestions for enhancing my cleaning operation. (Novin et al, 2021)
For housekeeping jobs to work well, staff training is essential Hotels
are increasingly using the services of commercial cleaning outsourcing
companies to train in-house housckecping personnel on how to apply
safe and sanitary sanitization practises and provide visitors
individualised treatment. (Ogunmokun et al, 2022).
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Link an employee engagement model to a best practice industry example.

A cost-effective strategy to succeed with housekeeping education
and processes is to work with specialists like Jani-King, whose
excellent cleaning technique is sophisticated. Making an
investment in cleaning professional’s means making an investment
in the people who will be shaping the greatest levels of visitor
pleasure. (Noe et al. 2016).

Hotels may also lower the benefits they are obligated to provide
under the Affordable Care Act by teaming up with a subcontractor
for cleaning services. It involves reducing labour expenses while
maintaining the cleanliness of the room. (Mullin et al, 2014).
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ink an employee engagement model to a best practice industry example.

+ Tangible
+ Reliability
' Responsiveness Tangibles

+ Assurance
Assurance

+ Empathy

+ Care for laundry equipment with preventative maintenance is essential
to bolster operations. The creation of a checklist of critical steps for
the team to follow (in terms of how to care for washers and dryers)
offers crucial direction and fosters responsibility. The aim is to prevent
expensive repairs and equipment downtime.

+ The ability to replace equipment when it is nearing the end of its
useful life but before it breaks is also essential With reduced energy
costs and increased employee productivity, new washers and dryers are
afinancial investment that pays for itself. (Mullin et al, 2014).
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Component One:

What are the key skills required when working in
the housekeeping team? 750 words (+/- 10%)
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In this scenario — You havejust been promoted to team leader fora floor within the hotel. A guest complainsthat on theirarrival,
their room had not been properly cleaned. Create an action plan and answer the following questions.
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As the floor housekeeping manager and given the recent guest complaints you
need to put together a basic training presentation for your colleagues withi the
housekeeping team to get the best out of them, ensure that brand standard is
beingachieved and that Health and Safety procedures are also being followed.
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