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Component One:
What are the key skills required when working in the housekeeping team? 750 words (+/- 10%)
Contribution to Overall Module Assessment: 25%
Introduction
The development of the lodging division depends intensely on the capable execution of differing expertise sets by people, counting but not restricted to time administration, interpersonal and communication capacities. This report will detail a self-reflection on the fundamental capacities essential for work inside the housekeeping team of a neighbourliness foundation, particularly an inn. A brief self-reflective report on the ensuing of the previously mentioned capacities inside the neighbourliness division of UK will be included here. Lastly, the centrality of the housework faculty inside the neighbourliness segment will be underscored within the following intelligent articles.
Discussion
Being a part of the housekeeping team in a hotel, an individual must possess a combination of technical abilities, social aptitude and unique attributes. Having intellectual abilities is an essential requirement for those involved in the field of house management. Therefore, staff must have a thorough understanding of various techniques and equipment (Sharma et al., 2019). Having excellent time management skills is extremely important for housekeeping staff, especially because they have to meet strict deadlines (Doyle, 2021). Being able to efficiently prioritise tasks and complete them within designated timeframes is considered crucial in modern scenarios. Effective communication plays a crucial role in the domain of maintaining cleanliness and orderliness. Efficiently spreading information is recognised to improve the connection of communication between the members of team and leaders. Furthermore, in the future, it will be essential for employees to have the ability to understand customers' inquiries and requests and communicate them effectively to their co-workers (Wood, 2013).
After finishing my study, I have gained plenty of valuable encounter which has aided me in cultivating a diverse set of vital competencies encompassing time management, communication and cognitive abilities. Moreover, it is crucial to participate in introspection regarding individual encounter, as this practice can aid in assessing said experiences. Throughout my career, I was fortunate enough to participate in an apprenticeship at the prestigious Premier Inn Lancaster, situated in UK (premierinn, 2023). Therefore, as a housekeeping team member, I was responsible for a variety of operational management duties that pertained to this sector (Raghubalan and Raghubalan, 2016). Undoubtedly, during my educational program, I encountered a significant obstacle in establishing productive communication in the company of both my peers and mentors. My academic performance suffered in the first two educational terms due to the condition mentioned earlier. Over time, I have broadened my knowledge of these characteristics by utilising multimedia sources, like factual data and videos. I am currently taking several courses to improve my communication skills. As a result, this encounter has been highly beneficial in aiding effective transmission with both the customer base and the management team. My ability to effectively manage time was a beneficial skill during my apprenticeship at that hotel. I have efficiently carried out all the tasks assigned to me within the stipulated deadline. Moreover, the acquisition and enhancement of the aforementioned abilities have led to a noticeable rise in output in various aspects. Apart from my role as a housekeeper, I have diligently participated in diverse endeavours aimed at bolstering my knowledge and skills in the hospitality sector. Additionally, by acquiring and applying the listed skills, it has been discovered that occupational stress can be greatly reduced and confidence can be increased. Furthermore, I have gained a comprehension of how important it is to maintain safety and cleanliness to maintain a good reputation of the brand in the eyes of customers.
The hotel business heavily relies on the housekeeping staff even though their duties and obligations are often disregarded (Fallon & Rutherford, 2010). All the individuals who participated in this research hold complete accountability to safeguard the welfare and protection of the friendliness sector. Their main objective is to guarantee a secure atmosphere, void of any potential risks and to remove any untidiness found in public spaces. Visitors staying in any lodging aspire to a pleasant and satisfying stay, making it essential to provide a hygienic and adequately managed living space and amenities to enhance their overall satisfaction. Having a thorough understanding of the information mentioned above could potentially lead to career progression in this field (Casado, 2012). The quality of service provided is the main factor that affects the reputation and image of the hotel. Developing stronger managerial skills in housekeeping personnel has the potential to enhance the reputation of the brand and attract more customers (Vallen & Vallen, 2012).
Conclusion

The essay that came before explained the various skills necessary for efficient performance as a member of the homemaking team at Premier Inn Lancaster. Proficiency in communication, intelligence and time management are indispensable in this industry. Proficiency in these skills is deemed a necessary precursor to excel in this industry. During my employment in this industry, I conducted a comprehensive analysis of how different factors in this sector affect the outcomes in question. My comprehensive analysis has demonstrated that my academic expertise has been highly valuable in addressing the multitude of obstacles I have faced during my academic pursuits. The reflective essay discussed the importance of the homemaking team in the hospitality industry.
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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.


	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?


	Reduced income or decreased earnings
	After all, if a guest decides to call of their booking due to an untidy room, that hotel may suffer a financial setback. Additionally, it might be necessary for the hotel to provide compensation or refunds to alleviate the guest's discomfort.
	My goal is to resolve any complaints by scheduling a personal convocation with them in question. During this meeting, I will attentively hear and acknowledge the concerns they have conveyed. Additionally, it is crucial to apologise for the mistake made and offer assurance to the visitor that measures will be taken to fend off a recurrence of the incident. I aim to investigate and recognise their personalised issues and strive to resolve them, if feasible (Ferdinand and Kitchin, 2017).

	I aim to obtain accurate information about the lodging, such as the arrival time and date, room number and any noteworthy details about the state of the room. I will diligently gather all critical particulars from the visitors. I will personally carry out a thorough probe to ensure that such an event does not happen again in future.

	I will ensure that the housekeeping and front desk departments have the best possible communication (Leiter and Bakker, 2010). By creating precise and concise cleaning schedules for each room, which are effectively communicated to ensure complete understanding and inclusivity.

	Unpleasant customer encounter
	Regardless of when a guest is expected to arrive close to the scheduled check-in time, it is possible that the housekeeping staff might not have enough time to clean the room.
	First, I apologise for any inconvenience the guest may have experienced due to the unsatisfactory state of their accommodations. I can assure them that we will immediately investigate the issue and take swift action to fix it.
	Based on my research findings, I intend to take preventive measures to prevent a similar incident from happening again in the future. We plan to introduce additional verification measures during the housekeeping process and provide extra training sessions to staff members who need them (Johnston et al., 2012).
	Therefore, it is recommended to put measures in place to address the root cause of the problem and prevent it from happening again in the future. Numerous approaches could be utilised to tackle the current issue (Bridger, 2018). One way to achieve this goal could be by improving the quality of training provided to cleaners, introducing innovative techniques for performing cleaning tasks, or enhancing the interaction between guests and staff members (Mullins and Dossor, 2013).

	Bad impact on the image of the hotel
	The power of verbal communication cannot be underestimated, as feedback from a customer can quickly spread through various online platforms such as social media and hotel booking websites. Potentially, this scenario could result in a damaging effect on the hotel's reputation, ultimately resulting in a decrease in the number of bookings made by prospective guests.
	I will conduct a comprehensive review of the inn's established protocols for housekeeping, with the further aim of guaranteeing strict compliance with these regulations (Tesone, 2010). I will examine the equipment and housekeeping supplies to ensure they are present and operating appropriately. Afterwards, there will be an opportunity to meet with the visitor and offer either a free upgrade to higher-quality lodging or benefits for any inconveniences experienced.
	I plan to organise a gathering with the housekeeping team to explore the topic of cleaning procedures. Identify the exact point of the system that lacks necessary elements and choose appropriate measures to correct it (Jones, 2010). Various approaches can be adopted to improve connection between the housework division and reception/management staff (Cottrell, 2019). The cleaning schedule will be examined to confirm that all areas are properly designated for efficient cleaning during future tasks.
	As a leader of the team, it is essential to evaluate the hotel's procedures and policies carefully, ensuring that the rooms are thoroughly cleaned and prepared before guests arrive. The necessary changes or improvements will be made to prevent similar issues from happening in future situations.





Component Three:
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Introduction
Premier Inn Lancaster is popular with business and leisure travellers that close to the city centre and train station for easy access to attractions and transportation. The hotel has 91 modern, comfortable rooms with air conditioning, flat-screen TVs and tea/coffee facilities. Premier Inn Lancaster offers comfortable rooms with free WIFI, plush bedding and coffee/tea-making facilities. As the manager, I am in charge of maintaining the cleanliness and upkeep of the floors at Premier Inn Lancaster. Therefore, due to recent visitor grievances, I plan to address essential training methods for my fellow housekeeping team members. Furthermore, by following these tactics, they can comprehensively comprehend their job duties and obligations, thereby unlocking their full potential. I will have to ensure that brand guidelines are being met and that appropriate measures for safety and security are being followed. Finally, this presentation will include a short explanation of a highly effective employee engagement model that is widely regarded as a best practice within the hotel industry.
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Training strategies based on the issues
As the manager in charge of housekeeping, my main priority is to ensure that a high level of sanitation is maintained while also supervising compliance with Health and Safety guidelines. Unfortunately, based on recent feedback from customers, it appears that our establishment has fallen short of meeting the expected standards (Epsilon, 2023). Correspondingly, I will create training approaches at the start to enhance the abilities and expertise of my team, to promote a hospitable management environment. Therefore, it is crucial to adhere to the established guidelines of the brand and follow the advised protocols for ensuring health and safety are maintained (Dominioni, 2023).
Generating feedbacks and performance review
I will carry out periodic assessments of my team's work to offer them constructive criticism and guidance on how to improve their performance (forbes, 2021). Therefore, by adopting this method, it becomes possible to identify specific areas in which the team can improve their abilities and expertise, potentially opening up opportunities for additional training.
On job Training
As the assigned head of the team, I suggest that the optimum approach to maintaining housekeeping's brand guidelines is by conducting instructional sessions, where I will showcase cleaning methods (forbes, 2021). Therefore, it is vital to provide simulated training sessions in guest rooms or public areas for my team members. This training will help my team members to acquire the necessary skills and competence to adhere to brand standards effectively.
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Providing the appropriate designation based on the requirement
Start by creating a detailed job description that clearly outlines the responsibilities and tasks required for each housekeeping role (Jolaoso & Main, 2022). Therefore, it is crucial to implement a thorough strategy for maintaining the cleanliness and hygiene of public spaces, restocking essential supplies and interacting with visitors. Being the leader of the team, I must ensure that the duties and responsibilities outlined in the job description are clear, brief and easily understandable by all my colleagues.
Collaborative working
Elevate the collaborative attitude and camaraderie among my housekeeping staff by designating tasks that necessitate them to collaborate in pairs or groups (Kruse, 2020). My belief is that this will reinforce trust and foster a sense of accountability in adhering to the brand's standards and following health and safety procedures.
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Following of rules and regulations
Therefore, is essential to create a Standard Operating Procedure (SOP) manual when effectively overseeing a hospitality establishment (forbes, 2023). This plan will involve thorough, structured and incremental methodologies for tidying up and looking after guest accommodations and communal areas. Standard Operating Procedure (SOP) is required to effectively regulate the handling of chemicals, equipment cleanliness, timely incident reporting and satisfactory guest service.
Incorporate visual aids into your presentation
Utilizing visual aids, for instance, posters, videos and photos, to reinforce training and branding standards can bring about considerable benefits, in my opinion (forbes, 2022). The aids will be conveniently placed in easily reachable areas such as break rooms and supply closets, to help my housekeeping team use them efficiently.
Through the implementation of these strategies, it can be affirmed that the employees appointed to manage domestic maintenance will possess a comprehensive understanding of their prescribed tasks and corresponding responsibilities. Furthermore, the individuals will possess the essential competencies and adequate resources to guarantee the provision of an outstanding and secure lodging experience for forthcoming guests.
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A recommended model for enhancing hotel industry performance 
The Gallup Model of employee engagement highlights significant aspects that contribute to a favourable workplace atmosphere and increased employee involvement. One's chances for thriving in a work environment may depend on elements such as effective guidance, transparent dialogue, occasions for advancement, acknowledgement, incentives and an atmosphere of dignity and cooperation (Mosley, 2022). Therefore, by utilizing this model in Premier Inn Lancaster Hotel, the administration can ensure that their staff members are fully involved and driven to achieve their maximum potential. That will be leading towards higher standards, growth prospects, professional development and a meaningful sense of mission in their day-to-day work.
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Leadership
The management team of the hotel should act as role models and create a favourable atmosphere in the workplace. Success can come through recognizing the efforts of workers, promoting transparent communication and offering assistance and direction as necessary. Furthermore, by making certain that staff members feel appreciated and listened to, the likelihood of them remaining dedicated to the hotel's prosperity increases.
Clear expectations
Aiming to enhance employees' commitment and drive, it is vital to provide them with clear and precise guidance regarding their job responsibilities. Therefore, to achieve this, it is essential to define explicit roles and responsibilities, offers frequent evaluations and establish realistic targets. When taking such actions, workers can develop stronger self-assurance and gain a deeper comprehension of how their efforts contribute to the hotel's overall accomplishment.
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Growth and development
When employees are provided with chances to develop and expand their skills in their current positions, they are more inclined to maintain high levels of involvement and commitment (forbes, 2023). One way to increase employees' commitment to their work and prepare them for career growth is to prioritise training and development programs.
Purpose
Inspiring workers entails more than merely offering economic rewards for the hotel industry. Therefore, it is important for them to perceive a sense of significance in their work and believe that they are making a valuable contribution towards a broader objective. Employees are encouraged to develop a personal stake in the hotel's objectives when their contributions are shown to have a direct effect on the hotel's achievements and guest contentment  (Mosley, 2022).
The utilisation of the Gallup Model can potentially aid in enhancing the enthusiasm and commitment levels of Premier Inn Lancaster Hotel's employees. The hotel can create a favourable work atmosphere for its staff by prioritizing leadership, setting explicit standards and offering opportunities for growth, progression and a defined aim. Such an approach leads to efficient output, content staff and sustainable triumph for the hotel.
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Conclusion
Being the Housekeeping Manager responsible for the floor at Premier Inn Lancaster, I have thoroughly reviewed the concerns brought up by the visitors in their recent complaints. I have compiled a comprehensive report detailing crucial tactics for instruction that my peers should incorporate. The execution of these strategies made it easier for employees to fully comprehend and abide by their job duties and responsibilities, ultimately leading to top-notch job performance. Therefore, by adopting these tactics, I have successfully met the brand's requirements and upheld safety and health protocols. Finally, a brief synopsis was given on the Gallup Model, a customer-focused method that strives to offer exceptional hospitality to guests while they stay at a hotel.
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Training strategies based on the issues



• Generating feedbacks and performance review



• I will carry out periodic assessments of my team's work to 



offer them constructive criticism and guidance on how to 



improve their performance (forbes, 2021). 



• On job Training



• As the assigned head of the team, I suggest that the optimum 



approach to maintaining housekeeping's brand guidelines is 



by conducting instructional sessions, where I will showcase 



cleaning methods (forbes, 2021). 



(Epsilon, 2023). 



(forbes, 2021). 
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• Providing the appropriate designation based on the



requirement



• Start by creating a detailed job description that clearly outlines the 



responsibilities and tasks required for each housekeeping role 



(Jolaoso & Main, 2022). 



• Collaborative working



• Elevate the collaborative attitude and camaraderie among my 



housekeeping staff by designating tasks that necessitate them to 



collaborate in pairs or groups (Kruse, 2020). 
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