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Introduction  
Housekeeping is a crucial department in the hospitality industry, responsible for ensuring that guests have a clean and comfortable stay. For the hotel or resort to maintain high standards of cleanliness and hygiene, the job roles and skills needed in housekeeping are crucial. A skilled and capable housekeeping staff can enhance the patron experience, lower complaints, and boost the establishment's reputation in general. Working in a housekeeping team requires a specific set of skills to provide better quality services. 

Key skills required in a housekeeping job role 
Communication Skills 
To ensure that staff can collaborate and that guests' needs are met, effective communication skills are crucial in housekeeping. In order to ensure that tasks are carried out effectively and efficiently, housekeeping staff must communicate with other team members, visitors, and management (Masa'deh et al., 2019). For instance, a housekeeper with strong communication abilities will be able to communicate any problems in a room to management quickly and clearly, enabling them to take any necessary action. I can provide better quality services to customers while engaging in effective communication. While being employed at Premier Inn as a housekeeper I have shown effective communication which helped in improving customer satisfaction rate.  
 




Time Management 
Since the staff must clean and prepare a large number of rooms in a short amount of time, time management is essential in housekeeping. The housekeeping staff can prioritise their tasks and complete them efficiently when they have good time management skills (Vezetiu et al., 2022). Guest dissatisfaction and poor reviews may result if housekeeping staff take too long to clean rooms. Time management abilities can aid housekeeping staff in meeting guest expectations by ensuring that all rooms are cleaned and ready on time (Leiter and Bakker, 2010). 
I have identified that for a hotel or resort to run smoothly, time management abilities are crucial. Check-ins and check-outs may take longer if housekeeping staff are unable to finish cleaning rooms on time, creating a bottleneck effect. Such delays have been avoided as I have presented effective time management skills as a professional during my past working experience.  
 
Perfectionist  
Attention to detail is essential in housekeeping to ensure that all areas of the room are clean and presentable. The above ability aids cleaning staff in spotting areas that require cleaning or organisation, such as a dirty window or a misaligned picture frame (Thébaud et al., 2021). The attention to detail helps housekeeping staff identify any damaged or missing items in the room so that maintenance or management can be notified. For instance, if a visitor spills something on the carpet, an attentive housekeeper is required to make sure that the entire area is thoroughly cleaned. I have learned that attention to detail or providing close-to-perfection services can effectively increase the overall quality of services for a hospitality organisation. It effectively helps the customers to receive premium quality services from an organisation.  
 
Problem-Solving 
If a problem occurs while a room is being cleaned, the housekeeping staff must be able to acknowledge it and find a solution. This might entail devising a fresh cleaning method for an especially difficult stain or determining how to fix a damaged piece of furniture (Margarettha, 2020). For instance, a housekeeper with strong problem-solving abilities can repair a broken shower head or a clogged sink without calling maintenance. I have realised that the development of such transferable skills can effectively help me to gain better organisational opportunities in the future.  
 
Teamwork 
Good teamwork skills are necessary for working in a housekeeping team since staff must be capable of working together to complete all necessary tasks quickly and effectively. For instance, a housekeeper with strong teamwork abilities will be able to collaborate with their co-workers, share tasks as needed, and lend a hand when times are busy (Kim et al., 2022). For operating effectively and efficiently as a professional housekeeper, I have realised that I am required to operate with other team members and departments. Such creates a much better working process in an organisation to provide complex and high-quality services to the customers. The development of proper team working situations can help me to improve my value as a professional in present and future working situations.  



Conclusion  
The study has shown that a variety of skills are needed to work in a housekeeping team to make sure that visitors have a clean and comfortable stay. Key competencies necessary for success in this position include paying close attention to detail, time management, communication skills, physical stamina, adaptability, problem-solving, and team working. These abilities can help housekeeping staff excel in their jobs and give guests a high level of service.  
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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? 
 

	Customer’s room had not been cleaned properly. 
	The lack of cleanliness has raised a significant problem in the situation. The situation has risen due to the incompetence of the housekeeping department. The employees have not focused on their job properly. The operational work of the employees is not being conducted in an effective way. The employees have neglected the working process. Lack of concerns about the detailing in work has caused the development of the situation. The employees have overlooked the overall need for providing good quality services. It has caused the cleaning process to miss some of the detailing. Lack of attention to detail among the employees has caused a massive problem to get developed. It has caused the overall customer satisfaction rate to get dropped. The situation has raised a significant concern due to this incident.  
	As a team leader, I am required to take full responsibility for the situation. As the incident occurred under my supervision, I have to make commitments to my responsibilities. The discomfort has been faced by the customers. I have to apologise to the customers on behalf of my position as a team member. A lack of assurance may get developed among the customers. I may have to reassure the customers by establishing effective communication. In an apologetic tone, I have to assure the customers that such kinds of behaviours are not going to happen again. I will assure the customers that I will look into the matter with much more concern. Such action may help the customers to receive better values and assurance to continue their stay. After such, I have to find the employee that has performed such an activity. A personal apology from the employee himself is also required to be conducted. As a team leader, I have to arrange an apology session with the customer and the employee. Immediate action is going to be required for making the situation correct. Engaging employees to clean the room while keeping attention to the detailing is required. For making up for the inconvenience immediate action on the service is required to be provided. Providing good quality service should be my primary concern. After the service has been provided to the customers along with the apology some actions are also required to be provided for the inconvenience caused by the staff. Presenting free spa coupons or other discounts in dining may effectively help the customers to recover their overall trust in the housekeeping services. One-on-one meeting with the staff member is also required to be conducted after mitigating the issue related to the customers.  
	As a team leader, I am required to supervise the overall housekeeping work around the hospitality setting. Effective strategies are required to be considered for preventing such scenarios from happening again. The employee is required to be penalised for conducting poor-quality work. However, penalisation may not improve the overall quality of their work. In case of issues present with the employee’s overall capability in working may repeat the same situations again. The employee must be trained properly. I may have to recommend to the management for providing retraining sessions for the employee. It may help them to learn the better-quality working process. It can effectively help them to pay attention to the details and service qualities. Such a situation may happen to other employees as well. In order to prevent that effective evaluation test is required to be conducted among all the housekeeping staff members. It can effectively help me to identify the overall competency areas of the present staff members. Such factors can help me prevent such situations to arise again in the near future. Effective prevention methods can be implemented in this way.  
	The overall team effectiveness is required to be improved in the housekeeping department. For such a condition, I may have to focus on motivating the employees. Providing performance-based pay while focusing on service qualities can help in this process. The customers are provided with a feedback form. Positive feedback from the customers can help the assigned staff member to receive incentives or bonuses. It may effectively motivate the employees for providing better quality services to increase customer satisfaction rates. An individual employee’s overall motivational levels can be improved in a significant way. Better motivation can help them to become much more cornered about providing attention to each detail in work. Such a strategy can help to improve team effectiveness in a positive way. The overall quality in the services can also be developed in this process.  



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:
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	Training Notes: Above is the Table of content slide, which identifies what slides are coming up on the powerpoint.

	
[image: ]




	Training Notes: High standards and cleanliness and also safety is one of the main priorities in a hotel. As you go through the presentation you will gain skills to provide top quality and excellent service to guests.  
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	Training Notes: If you are understanding brand standards it actually helps maintain a good consistency through all the properties the company has. If employees are known about the expectations of presentation and cleanliness of the company it makes it easier for them.
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	Training Notes: Recognising the importance of guests having a warm and comfortable stay is necessary. Housekeeping procedures ensure that customers receive a clean and comfortable stay.
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	Training Notes: Always making sure using the right equipment and cleaning chemicals is essential. Maintenance of cleaning equipment is also very important. All employees should be very careful whilst using toxic chemicals for there own safety and customers.
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	Training Notes: The Aon Hewitt Model helps improve overall engagement levels between them. This model also helps business increase revenues and profits.
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	Training Notes: Handling hazardous materials is important for employees to be cautious when using them. Always making sure using PPE tools such as gloves masks etc is very important when using toxic and hazardous chemicals.
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	Training Notes: Time management is crucial for all companies. It helps employees provide better service to customers. Employees will be doing tasks which has different priorities and deadlines. 
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	Training Notes: Seperating and identifying different types of waste is crucial. Cleaning waste bins prevents unpleasant odours spreading around. Waste management is crucial for employees.
	

	[image: ]

	Training Notes: Guest complaints are very important. Solving the complaint and problems quick and efficiently is crucial. Making sure to listen actively to understand the issues of the customer is very important and it can help the employees focusing on mitigating the issue.
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	Training Notes: On the conclusion, from this powerpoint you will know that it is essential for housekeeping managers to provide the skills to maintain high standards throughout the whole building. Teams should stick to the brand standards which will help them follow the health and safety procedures and standards of cleanliness. 
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Standards

Understanding brand standards helps maintain
consistency across all properties (Xiong and King,
2019).

Familiarising employees with the brand's
expectations of cleanliness, quality, and
presentation is essential.

Adhering to high-quality service and ethical
measures is critical to maintaining the brand's
standards.

Ensuring that every guest room is cleaned to the
same standard is necessary.
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Housekeeping Procedures

e Recognising the importance of housekeeping in
ensuring guests have a comfortable and
enjoyable stay is necessary.

e Standardising cleaning procedures can ensure
that every guest room is cleaned to the same
standard (Sharma and Kaushik, 2021).

e Reviewing and standardising cleaning procedures

can help improve overall performance.
e Housekeeping procedures ensure that customers
can receive a clean and comfortable stay without

facing any issues.
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Cleaning Chemicals, Technique and Equipment

e

=

Using the right products and equipment for
each task is essential for quality service.
Proper maintenance of cleaning equipment
throughout the cleaning process is necessary.
Cleaning techniques should be efficient and
effective in removing dirt, dust, and other
debris (Sharda and Tanuja, 2021).

Employees should be careful and attentive

while using toxic chemicals.
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The Aon Hewitt Model

e Understanding the Aon Hewitt Model can help
improve overall employee engagement levels
(Yan et al., 2021).

e Communication, recognition, and feedback are
critical enablers of employee engagement.

e Performance outcomes such as productivity,
customer satisfaction, and employee retention are
essential factors in the model.

e The Aon Hewitt Model also considers better
business outcomes such as increased revenue,
profit, and market share.
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Health and Safety

Proper handling of hazardous materials such as
cleaning chemicals is necessary.

Identifying hazards in the work environment is
crucial to prevent accidents (Davahli et al., 2020).
Using effective measures such as PPE tools, such
as gloves, eye protection, masks, and slip-
resistant shoes, is important for employees
(Rosemberg, 2020).

Health and safety procedures are vital to ensure
the safety of both guests and staff.
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Time Management

e Prioritising tasks and managing time
effectively can help employees provide better
quality services to customers.

e Efficient work practices are expected while
housekeeping one room while minimising the
overall time taken (Andalecio et al., 2020).

e Practising time management skills can help

individuals manage time effectively.
e Employees will be assigned different tasks tk
with different priorities and deadlines.
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Waste Disposal

Methods of Solid Waste
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Guest Complaints

e  Addressing guest complaints promptly and efficiently is
crucial.

e Handling complaints and ways to prevent them from
occurring in the future are important to learn (Sann et @ m tﬂ a"?uu'
al., 2022).

e Acknowledging the guest's concerns and apologising
for any inconvenience caused can help employees
handle guests.

e Listening actively to understand the issue and asking
questions to clarify the problem can help employees
focus on mitigating the issue (Min et al., 2021).
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Conclusion

Essential for floor housekeeping managers to
provide the necessary skills to maintain high
cleanliness standards.

The team should adhere to brand standards and
follow health and safety procedures.

Proper training can enable the housekeeping
team to provide excellent guest service.

Ensuring high cleanliness standards helps guests

have an enjoyable and comfortable stay.
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Introduction

e  Maintaining high standards of cleanliness and safety is
crucial for a floor housekeeping manager in a hotel.

e This training presentation will equip the housekeeping
team with the necessary skills to provide excellent
service to guests while adhering to brand standards
and safety procedures.

e  Following the training procedures can lead to effective
practices and improved performance in housekeeping
services.

. Implementing Aon Hewitt's model can help increase
overall employee engagement rates in the organisation,
and brand standards and policies can be improved
significantly.





