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Introduction
Housekeeping refers to the activities of a hotel staff to maintain the rooms of the hotel at all times to provide its customers with the best experience. It is more than just cleaning and mopping the floor; it also includes keeping the environment safe for hotel guests. Therefore, the key skills required by the employees to work under housekeeping management are unique as well as significant, especially in the hotel industry, as it is the services of the hotel that makes and falls the reputation of it among people (Tina, 2017).
Main Body
The hotels' housekeeping needs to keep working on their hotel design and, for the most part, the designs of the rooms. Therefore, I believe that to be able to work with a housekeeping team, knowledge of interior design is important because if a hotel fails in competing with its rival hotel in terms of keeping up with modern times, the hotel might have to face some great loss (Heywood, 2022). Other than this, the housekeeping staff also needs to possess the skill of high observation, which means that the employees should be able to pay attention to every detail regarding the services and comfort of the hotel. In my opinion, members of a housekeeping team also need to be efficient in time management skills. The reason for this is that hotels have to deal with many customers at the same time, and none of them can be taken for granted; therefore, it is essential to attend to all these guests at the same time. Since a housekeeping team must maintain this for the sake of the hotel's reputation, the staff needs to be good at managing their time and dividing it accordingly (Indeed, 2022). Along with it, the employees of housekeeping also need to own the skills of flexibility. One of the reasons I believe for this is that a hotel's business is run by the customers that stay in it. Hence, the housekeeping employees should be able to keep up with the guests so that they would not have to face any sort of difficulty while the housekeepers perform their duties. Also, by possessing the skills of flexibility, the employee increases his chances of getting more and better jobs and having much more potential. The employees of a housekeeping team should also be multi-tasking because they can be needed anywhere for any duty to be performed. It would not matter if they are expert in that field or not because, for one, the customers would not know it and, two, all of the housekeepers would be doing similar work; therefore, if an employee lack any skill, he should be able to learn the necessary skills required for housekeeping (Indeed, 2022).
After discussing the soft skills that are mentioned above, while considering the hard skills required in housekeeping, I have identified that a person that works with a housekeeping team should have a sound knowledge of deep cleaning, which includes sweeping, dusting, vacuuming, and mopping the floor (Jubaedah et al., 2020). In addition to this, the housekeeping team members should also be able to do laundry for the hotel's customers since they reside there; hence, I believe they would expect their clothes to be clean when they need them. However, more than being effective in cleaning skills would be needed to be able to work for the housekeeping team. It is because I have observed that people after COVID-19 have been exceptionally intolerant of infection or bad hygiene; they cannot be pleased with the hotels just providing regular services to them without considering the hygiene of every single activity (Singh et al., 2021). With that being the case, it has become a necessity for the housekeeping team at the hotel to pay close attention to the cleanliness and sanitation of all of the activities of the hotel.
I have also learnt that culinary skills are one of the most common sets of skills that is asked by employers of a hotel to be in a candidate while hiring for a position in the housekeeping team (Shereni, 2020).
Conclusion
This essay highlights the key skills required by an employee to work with a housekeeping team. It displays the soft skill set as well as the hard skill set needed. Because housekeeping plays a crucial role in maintaining the hotel's reputation, it is essential for the people working in it to be mastered their field of work.
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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?


	The room was not properly cleaned. The guests complained that the room was not cleaned as all room amenities were dispersed and scattered. 

	Due to a lack of staff efficiency and communication, the employee needed to remember to clean the room.
	I will first go to the guests and be apologetic for the lack of services, especially the cleanliness issue. Then, instruct the staff to clean the room quickly and ask guests to wait in the room. 
	I will thoroughly communicate and coordinate with staff throughout my shift in order to ensure that the next arriving guests get cleaned and hygienic rooms.
	I would introduce team effectiveness for this problem is communication and coordination among team members whether rooms were cleaned before every guest arrival. 

	The food and beverage quality was not good. 

	The valid expiry dates were not recorded and tracked, due to which bad improper quality food and beverage was given to guests. Also, the previous departing guests should have been reviewed on food quality. 
	Firstly, all the old food will be thrown in the trash. Hence, I will apologize to the customer and gain guest feedback.
	In future, I will ensure that food and beverages are tracked with thorough, clear records. I will ensure that feedback will be collected to know the review of food and beverage.  
	For this problem, I would introduce team effectiveness by keeping records of food and beverages. 

	The services provided was not up to standard with guests by housekeeping staff. 


	Hence, due to mechanical issues and negligence from staff, this problem occurred. 
	Thus, if the services were not properly provided, then again, I will be apologetic and assure guests that all their services will be thoroughly ensured by myself. 
	The services provided will be standardized through monitoring employees by upper management. Therefore, I will also ensure proper communication in every shift regarding all related concepts to ensure proper services to guests. 
	For the future, team effectiveness will be encountered through all timely services provided to satisfy the customer through proper communication among employees in each shift. 

	There was also a problem regarding housekeeping staff whose attitude was not appropriate and formal with guests. 

	The employee’s behaviour with the guests was not appropriate due to the restless behaviour of guests and repeatedly questioning them.
	Due to bad employee attitude, I will make guests more comfortable and be as warm as possible. 
I will also apologize to the guests if they are experiencing problems due to the hotel staff.  
	Again, staff will be monitored by their team leaders; if a bad attitude happens, that individual will be fired immediately. 
	If any employee has a bad attitude, hence that individual will be fired if it happens continuously. Also, all employees will be monitored to ensure good etiquette and attitude. 
After hiring, training will also be provided to guests in order to ensure that the employees know all information about attitude and servicing. 

	The guests also found a bug in their room and hence were scared of going to any room unless cleaned properly by housekeeping staff. 

	This problem occurred due to carelessness of the housekeeping staff.  
	Firstly, I will ensure them that the rooms will be cleaned and be apologetic that they found uncleaned rooms in the first place.  
	Also, with the discovery of this problem, I will monitor that rooms are properly cleaned. 
	To make the team more effective hence breaks will be given frequently so that housekeeping staff effectively perform their tasks and chores.  




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.

	


	
Training Notes: 

	
Housekeeping staff is an integral part of any hotel. Hence, training should be provided in order to increase confidence and obligation by showing staff they are valued and significant. Thus, training helps progress the expertise of the new and experienced employees in any hotel (Prasanth, 2015). Thus, the presentation aims to show the significance of training to the housekeeping staff and employees in order to enhance and improve their skills. 



	
Training Notes:

	Guest complaints for any business are harmful as they negatively affect any hotel's reputation. Thus, the guests’ complaints in this presentation is linked to hygiene and cleanliness issues faced by guests (Ramphal. 2016). Therefore, guest complaints need to be handled efficiently. Further, guests’ complaints are one of the biggest challenges to be faced by hotel staff. However, the staff should be trained to handle any complaint and respond to it (Fernandes and Fernandes, 2018). 




	
Training Notes: 

	
The main tasks of housekeeping staff include mopping floors, keeping the hotel clean, changing room bedsheets and linen, disinfecting bathrooms, and emptying the trash bin. Thus, housekeeping staff are a fundamental component of any hotel. The housekeeping staff makes guests' rooms pleasurable in order to satisfy them. Thus, the housekeeping staff's work affects the guest's experience in a hotel. Hence, this team precedes the hotel reputation in all ways (Narayan et al., 2021).


	Training Notes: 




	
Training is auspicious for any hotel industry as it helps employees provide a good customer experience. Thus, training is a continuous process in which employees learn new capabilities (Karim et al., 2016). Therefore, training programs also help to improve employee satisfaction. The training supplies aptitudes and willingness to help employees provide outstanding customer service. Thus, hotel training programs drive employees' performance through enhanced customer service (Prasanth, 2015).


	Training Notes:


	

	
Training program for housekeeping staff helps them learn new tactics and improve their talents to provide customers best services. Hence, the housekeeping training program can assemble or damage any hotel's reputation. Further, the training will allow employees to handle keenly many guest complaints. Also, the skills set will be provided, which will help housekeeping staff to communicate with each other and clients. Also, for this presentation, onsite training will be provided to ensure and deliver a suitable skill set (Saini et al., 2022).


	Training Notes:



	

· Health and safety issues: Health and safety mean ensuring clean rooms, bathrooms and corridors. Hence, personal hygiene, equipment, techniques and procedures will be focused upon.
· Different cleaning techniques involve which cleaning products to use, how to use and for what purposes they should be used. Hence, it will be further narrowed down in room cleaning, basic cleaning and cleaning schedule.
· Communication skills highlight interacting with each other related to neglected cleaning areas, schedule, room status in terms of cleaning, hygiene protocols, taking messages and complaints and standard services (Khalimova, 2022). 


	Training Notes:





	Health and safety procedures are based on monitoring safety measures through all means. Hotels should determine health and safety procedures to ensure customers' healthy and hygienic environment. Also, it provides an in-detailed structure to overlook risks. Several health procedures include physical, mental and internal health. 






	Training Notes:



	

The Zinger model is mainly known for CARE, which stands for connection authentic relationship, recognition and acknowledgement of how employee effort gets results and engaging in continuous action (Kusuma, and Madasu, 2015). This model is known for providing customer services through development and growth. Further, it focuses on "Authentic Employee Engagement for Results that Matter to All (Dhaka, 2021).”


	Training Notes:




	
Hence, Marriot hotels use this model to fulfil their employees' needs. Hence, Marriot is successfully positioned at the top in the hospitality industry and has a culture of putting people first. 



	Training Notes:
	



This presentation highlighted the importance of training in the hospitality industry, especially for housekeeping staff facing many customer complaints. Hence, hotels need to ensure that the best customer services are provided to ensure loyalty and satisfaction through training staff so they can communicate with customers efficiently. Further, the Zinger employee engagement model is used. 
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