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This journal will be looking at the key skills required when working in the housekeeping team. There are many soft skills required when on housekeeping such as: time-management, attention to detail, customer service skills, interpersonal skills, communication skills, being well organised, flexibility and fast paced (Indeed, 2023). Discretion & Trustworthiness, work efficiently & quickly are also two important skills required, when working as a hotel’s housekeeper chances are you will work alongside with guests’ personal possessions, you need to have the guests' trust before you enter their rooms, tidy up around their stuff, and keep them secure. Discretion is also very important; you must never disclose anything you may hear; I encountered many confidential situations and understood that I could not disclose these matters with anyone, I feel I’m a trustworthy person so I could execute this skill well. One of the most important qualities a hotel housekeeper can have is the ability to work swiftly but efficiently, you may have a lot less time to do a lot more as the rooms must be cleaned quickly to a high standard (Polo & Tweed, 2020). Time-management is crucial as a housekeeper, time-management is the capacity to organise and carry out work in such a way that you fulfil your deadlines. This skill is very important as this allows you to complete your duties on time (Climb, 2022). While on housekeeping I achieved this skill well as I was able to clean, hoover and make the beds within the time I was given, I was placed with other colleagues to help and understand how a housekeeper fulfils their duties while on shift. All housekeepers are given a list of rooms which they need to complete within a certain timeframe as check-in starts from 3pm all rooms must be thoroughly cleaned and ready for the guests. I helped my colleagues achieve this; I feel I performed my duties to a high standard.  Attention to detail is a skill that can aid you to do the job well, you must pay close attention to the intricacies of each room to clean them fully and entirely, ensuring rooms are dust and dirt free (Climb, 2022). I used this skill to ensure I did not miss anything whilst cleaning the rooms and set up the tea station to the way that it was required, although first I didn’t know that there needed to be a specific amount of each item for the tea station but surely picked this up quickly as I communicated well with my colleagues using yet another skill.  A housekeeper must be able to successfully communicate with all administrative employees, managers, and staff from various departments (Aurosiksha, 2023).
Furthermore, to succeed in their occupations, housekeepers need to master several hard skills. Hard skills are specialised abilities needed to complete a certain task. The following are typical hard skills needed to be a competent housekeeper: bedroom and bathroom cleaning, making beds, carpet cleaning, sweeping, mopping, dusting, hoovering, deep cleaning and polishing (Indeed, 2023). Changing bedding is one the most important elements of housekeeping; you'll need to feel at ease removing the old bedding and adding new, clean blankets and sheets. After that, you'll need to remake the bed and make sure everything is smooth, so it looks inviting (Axelrod and Tieperman, 2023). While on housekeeping I was shown Holiday Inn’s standards of bed making, all hotels have their own standards of bed making. The bed is the selling point of the room, so I had to ensure that the bed was done properly. The bed needed to be thoroughly made, crease free and mark free - if we came across a mark on the bedding the bed needed to be stripped and redone. The housekeeping manager was very proud of my bed making skills and I feel I achieved this skill to a very high standard. Housekeeping requires a lot of physical strength and flexibility, careful listening, trash management, equipment know-how is a very important factor as housekeepers use a wide range of household and cleaning tools. You will also need to feel confident operating several sorts of laundry appliances, including washers, dryers, and irons, depending on the job (Axelrod and Tieperman, 2023).
Overall, from my experience I would say that I achieved all my tasks well using my skills, and the manager was very satisfied with my work. Although I must say housekeeping is a very physical and tiring job.
To conclude, housekeeping is an ancillary department that is dedicated to contributing significantly to the overall reputation and performance of the hotel sector. No level of service, courtesy, or glitz can match the joy a customer feels upon entering an immaculate, clean, and neatly furnished accommodation (LinkedIn, 2022). 
I would say housekeeping plays a huge role in the success of the hospitality industry, a satisfied guest will most likely return, and a clean room is a huge factor in returning guests. Good housekeeping increases occupancy rates.
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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
	Because of housekeeping-the cleaning team must have missed out some certain areas of the room.
	Sincerely apologise to my guests 
	Most importantly as a team leader I will ensure that I go up to the rooms myself to check that the rooms have been cleaned to a high standard
	Effectively communicate with all my staff 


	Excessive workload
	The cleaning staff did not have enough time to finish of the room due to insufficient time 
	I will rectify the problem myself, get the room cleaned straightaway 
	Ensure that all staff know what is expected of them, train all staff, don’t burden the staff with more than what they can handle
	Ensure that there are enough staff so that my team is not overworked causing them to be tired and lacking in the completion of their job 

	New staff


	Could be due to new staff joining and didn’t clean the room to hotel standards 
	Offer a complimentary drink or a free breakfast depending on how the guest is feeling
	Ensure all staff do a final check of the room before leaving 
	I will ensure that all staff have a training guide on the hotel standards, create a cleaning checklist, or a schedule for all staff

	System error
	There could’ve been an error in the system stating that the room was cleaned so the room was then allocated to a guest
	If the room cannot be cleaned reallocate the guest to another room apologising once again and take them to the other room myself 
	I will ensure that I double check on the system that the rooms have been cleaned before the rooms get allocated preventing such a situation
	Provide regular training to all staff to keep everyone’s skill up to date

	Reception staff

	Could be due to a new staff on reception allocating a dirty room
	Explain to the staff where they went wrong 
	Give the staff a check list on what is to be done
	Perform housekeeping audits 




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: Hi Muhammad, I will be talking you through my presentation of a basic training guide that I have put together for staff to follow while on housekeeping.
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	Training Notes:
This guideline will help staff understand what housekeeping is and help equip the skills required to excel in this field in maintaining cleanliness, hygiene, and organisation within the hotel. This training guide will be covering the topics that are listed above.
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	Training Notes: Housekeeping plays a critical role in the hospitality industry and in providing a positive guest experience.  The purpose of housekeeping is to be able to carry out cleaning responsibilities efficiently and effectively. As a housekeeping staff you are required to clean and manage many areas of the hotel such as public areas including lobbies, lifts, offices, guests’ room, guest bathroom, laundry area, public toilets and more. 
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	Training Notes: Housekeeping must ensure that they follow the brand standards when cleaning and representing themselves. Wearing a uniform achieves two purposes - protecting staff from stains and toxins and giving them a professional appearance, uniform results in the awareness of brand standards.  Communication is key and this will help bond the team and guarantee the highest level of care and approach is accomplished, from basic requests to comprehensive schedule directions and last-minute modifications. Effective communication with guests and listening to their requests will ensure guests happiness, satisfaction and return. Attention to detail in this field is very important as all rooms are required to be cleaned to a high standard, again resulting in guest satisfaction. Following a checklist allows staff to stay organised and achieve the completion of their tasks to a high standard without mistakes. 
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	Training Notes: All cleaning must be done to a very high standard, ensuring that these standards are met and the room is cleaned properly you will start of by using the correct cleaning products to clean all the surfaces such as windows, mirrors, countertops, headboard, light fixtures, tv etc, dust the corners, skirting boards and any décor in the room you will then strip change the sheets to brand standards tuck in pillowcases and have the pillows upright, move the bed and hoover all corners and areas of the room. Polish the kettle and wash the mugs then setup the tea area stocking up with the products that need restocking. Moving onto the bathroom using the right products clean the shower thoroughly making sure the shower glass is streak free, clean the inside of the toilet using the toilet brush wipe down all other surfaces around, clean and wipe the sink so there are no water droplets, replace all used towels with new clean towels and replace all used toiletries finishing off with mopping all hard floor areas. Replace the bin with a new bin bag.  Finally, you must ensure before leaving the room to do a final check so if you have missed any areas, you can go back and touch up those areas. Public areas must be cleaned to a high standard as these areas are always used by guests and to maintain a good impression of the hotel. 
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	Training Notes: There are two types of cleaning equipment’s required to complete the tasks for housekeeping, there are manual devices such as mops, spray bottles with the required cleaning solutions, cloths used for polishing and wiping, abrasives for scrubbing, different types of brushes for sweeping, cleaning the toilets, and dusting. You will need a janitor’s trolley to place all your equipment so your able to take them along with you to each room. You will need mechanical devices such as a hoover, floor scrubber and steam machine to maintain the floors and carpets. At the end of the shift, you will need to wash all cloths and mop heads in the washing machine.
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	Training Notes: Hotels use a variety of cleaning products such as a multi surface cleaner, sanitiser, glass cleaner, polisher, floor cleaner, bathroom cleaner and bleach; all products are labelled and have instructions on how to use. All these products state at the front clearly on how many pumps is required; for a bottle for dilution and how many pumps required for bucket use, these guidelines must always be followed. Staff must ensure to use the right products for the right surfaces to prevent damaging furniture and surfaces. You must not mix any products unless done following appropriate guidelines. Staff should ensure to wear protective gear whilst handling chemicals. 
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	Training Notes: Laundry management can enhance the quality of housekeeping services. Housekeeping must ensure to deliver clean and fresh linen to guests and other departments. A laundry trolley is a very important tool for housekeeping because it holds a lot of equipment and materials. A laundry trolley can be employed as cleaning equipment by collecting and transporting rubbish, soiled linen, and cleaning supplies. You will need to ensure that your trolley is stocked with the linen you require when cleaning the rooms, you should have bed sheets, duvet covers, pillowcases, bath & hand towels, bathmats, bin bags and supplies for the tea station. You will need place the folded towels and hang towels in the bathroom according to brand standards. 
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	Training Notes: Health & Safety is a very important factor in housekeeping, all staff should ensure to clean up spills as this prevents slips, trips, falls and accidents. Staff should ensure that they do not strain their body to which it could cause them harm and injuries, this should be done while making beds as this requires a lot of lifting and moving around, also taking care when moving furniture to hoover and clean. When handling substances you need to be aware of all hazard warning symbols this enables a quick understanding of the main hazards that the chemical substance present, follow COSHH guidelines. Wear PPE where required to prevent harm. All damaged cleaning tools must be replaced to prevent harm to yourself and others. Whilst cleaning corridors and public areas you must ensure pathways and stairways are always clear to prevent accidents and exits are always clear, so they are easily accessible in case of a fire. 
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	Training Notes: Maintenance & following fire protocols is very important. All staff should ensure they report any issues they come across such as faulty aircon, tv remote not working, blocked toilets, broken taps/shower heads that need fixing to maintenance and monitor if the issues have been resolved. Fire protocols is a key aspect in housekeeping staff must know of all fire points and exits, you must know the fire evacuation point as you will need to guide the guests during a fire drill. 	
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INTRODUCTION

Welcome to Housekeeping Essentials: A comprehensive Training Guide. This guide will equip

you with knowledge and skills required to excel in the field of housekeeping. Effective
housekeeping plays a crucial role in maintaining cleanliness, hygiene and organisation within the
hotel, involving a wide range of tasks, from maintaining a clean and well -organized environment
to ensure the comfort and satisfaction of the guest. This training guide will provide you with the
understanding of the core principles, best practices and essential techniques involved in the art

of housekeeping. These guidelines intend to explore essential areas of housekeeping to
implement expertise levels of professionalism and efficiency within the hospitality Industry.

Below are the contents that will be covered in this guideline:
* Objectives of Hotel Housekeeping

* Brand Standards

» Cleaning Procedures

* Essential Cleaning Equipment's

anagement
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               Objective of Hotel Housekeeping The Purpose of Hotel Housekeeping: • To maintain the hotel's excellent interior decoration. • To take care of laundry and linen. • To look after the hotel's furniture, fittings, and fixtures. • To ensure the overall cleanliness of the hotel at all times . • To carry out cleaning responsibilities as efficiently and effectively as possible ( Jasimuuddin , 2021) The working area and department of hotel housekeeping staff. Following areas required to clean: • Public areas such as the lobby and lifts, as well as sales and administrative offices. • Banquet and Conference Facilities • Guest rooms • Guest bathrooms • Housekeeping Storeroom • Laundry Area • Uniform Room, Linen Room • Parking • Garden   
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Brand standards

(Chamberlain, 2022)

Brand standards are a quick-reference guide to your brand,
providing direction and guidance to guarantee consistency
across the board. Brand standards are the set of rules and
guidelines that preserve your brand's look, feel, and integrity. A
consistent brand reassures guests (West Edge Collective,

2023).

*  Uniform
* Logo
* Interpersonal skills and communication

* Hotel housekeepingchecklist(Sorensen, 2016)

* Attention to detail

(Lobster Ink, 2023)

* Individual responsibility & teamwork

*  Guest happiness/ satisfaction (Xenia, 2023)

(Printablee, 2021)
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                               Brand standards are a quick - reference guide to your brand, providing direction and guidance to guarantee consistency across the board. Brand standards are the set of rules and guidelines that preserve your brand's look, feel, and integrity. A consistent brand reassures guests (West Edge Collective, 2023). • Uniform • Logo • Interpersonal skills and communication • Hotel housekeeping checklist (Sorensen, 2016) • Attention to detail • Individual responsibility & teamwork • Guest happiness/ satisfaction ( Xenia, 2023) Brand standards     ( Lobster Ink, 2023)    (Chamberlain, 2022) ( Printablee , 2021)
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Room standards.

Effective ways of cleaninga room:
* Clean and sanitize countertops and surfaces
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¢ Dust blinds, corners, décor
* Hoover floors
* Mop all hardareas
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Effective ways of cleaning a bathroom :
¢ Clean toilet, shower/tub, sink etc
* Replace towels
* Replace toiletries
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. Trash management

. Furniture maintenance
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                    Cleaning Procedures Room standards. Effective ways of cleaning a room : • Clean and sanitize countertops and surfaces • Strip bed and make to brand standards • Dust blinds, corners, décor • Hoover floors • Mop all hard areas • Set up tea station • Clean bins Effective ways of cleaning a bathroom : • Clean toilet, shower/tub, sink etc • Replace towels • Replace toiletries Always do a final Check before leaving ( Xenia, 2023 ) Public area cleaning: • Floor care • Trash management • Furniture maintenance ( Maashakti , 2023)
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                                         Overall, cleaning equipment is divided into two types: A. Manual Devices B. Mechanical Devices Manual Devices:  • Microfiber Cloths • Abrasives • Different types of Brushes – hard & soft floor brushes, toilet brush, feather brush etc. • Brooms (Duplex, 2023) • Mops • Dustpan • Janitor’s Trolley • Spray Bottles • Housekeeping Trolley ( Jasimuuddin , 2021 ) Mechanical Devices:  • Hoover Polishing Machine • Floor scrubber • Steam Vapor Machine ( Duplex, 2023 ) • Washing machin e Essentia l Cleaning Equipment     ( Jasimuuddin , 2021)
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Hotels employ a variety of cleaning chemicals to keep their rooms
clean and comfortable for their guests. Glass cleaner used for
mirrors, glass, windows ,Sanitizier, Multisurface cleaner, Floor
cleaner, Toilet cleaner, & bathroom cleaner (Thomas, 2022).

» Taski R1: Bathroom cleaner and disinfectant

» Taski R2: Hygienic Hard Surface Cleaner (All Purpose
Cleaning Agent)

» Taski R3: Glass and Mirror Cleaner

» Taski R4: Furniture Polish

+ Taski R5: Air Freshener

Taski Ré6: Toilet Bow!| Cleaner

Taski R7: Floor Cleaner (for oil and grease cleanup)

Taski R9: Cleaner for Bathrooms and Fixtures
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                        Hotels employ a variety of cleaning chemicals to keep their rooms clean and comfortable for their guests. Glass cleaner – used for mirrors, glass, windows , Sanitizier , Multi - surface cleaner, Floor cleaner, Toilet cleaner, & bathroom cleaner (Thomas, 2022). • Taski R1: Bathroom cleaner and disinfectant • Taski R2: Hygienic Hard Surface Cleaner (All Purpose Cleaning Agent) • Taski R3: Glass and Mirror Cleaner • Taski R4: Furniture Polish • Taski R5: Air Freshener • Taski R6: Toilet Bowl Cleaner • Taski R7: Floor Cleaner (for oil and grease cleanup) • Taski R9: Cleaner for Bathrooms and Fixtures Chemicals ( psfoodsolutions , 2023 )
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                          • Deliver fresh and clean linens to guests • Folding & sorting techniques • Hang towels • Make the beds • Linen trolley • Washing (Xenia, 2023). Laundry Management
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Health & Safety

* Clean up spills immediately '

»  Check outfor fire hazards
* Ensure pathways and stairways are clear

- PPE

* Replace damaged cleaning tools

* Sanitisation procedures (Rubbermaid commercial, 2020).

(RMls) Repetitive motion injuries (CCOHS, 2023)

Handling of substances: COSHH

* Proper handling, disposal and storing of substances
* Find out what health hazards are

* risk assessment

» Provide control measures to reduce harm to health (hse, 2023).
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                    Health & Safety • Clean up spills immediately • Check out for fire hazards • Ensure pathways and stairways are clear • PPE • Replace damaged cleaning tools • Sanitisation procedures (Rubbermaid commercial, 2020). • (RMIs) Repetitive motion injuries (CCOHS, 2023) Handling of substances: COSHH • Proper handling, disposal and storing of substances • Find out what health hazards are • risk assessment • Provide control measures to reduce harm to health ( hse , 2023).      
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                         Maintenance & Fire Protocol  • Fire safety • Know al l Fire exits • Know all exit points • Evacuatio n point when there’s a fire • What to do when there’s a fire – where to guide guests (Walton, 2023) Maintenance Report any issues, monitor repairs : • Faulty air con • Broken furniture • Faulty tv • Blocked toilets • Broken taps, shower heads • Refurbishments
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