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[bookmark: _Toc137242173]Introduction 
The ability to clean and maintain buildings in various environments is essential for a career on the housekeeping crew (Liow et al., 2022). To maintain cleanliness, organisation, and client pleasure, this section will discuss the most important abilities a member of the housekeeping staff has to have.
[bookmark: _Toc137242174]Key skills required when working in a housekeeping team 
Paying close attention to even the smallest details is essential for a career in housekeeping. Any problems with tidiness or upkeep should be easily identifiable by them. Effective time management is a must for any housekeeper. Housekeeping staff members need time management skills to ensure their work gets done on schedule. This ability guarantees that all scheduled cleanings are completed and guests' needs are constantly exceeded (Jones et al., 2022). The ability to communicate effectively with other housekeeping team members and with other departments is crucial. Clear and straightforward communication is essential to meet individual needs, accommodate specific requests from guests, and run efficiently. Housekeeping is a physically hard occupation that necessitates high stamina and endurance.
Housekeepers must adapt to various scenarios, from broken equipment to special demands from guests to emergencies. They can think rapidly, develop workable ideas, and adjust to new situations thanks to their superior problem-solving skills. Housekeeping is crucial in keeping guests happy (Seymour, 2022). Team members should have a service mentality with the goal of delighting customers. They need to retain a level of professionalism while also being warm and helpful to guests. Housekeeping staff members need to be detail-oriented and able to multitask in a high-pressure setting. They have to keep track of cleaning materials, keep track of inventory, and multitask to keep things running smoothly.
[bookmark: _Toc137242175]Describe how you will be able to apply theoretical knowledge whilst working in an industry 
I can apply theoretical knowledge while working in the industry by drawing on my academic training. I will be able to understand the most important frameworks, theories, and ideas in this field. With this knowledge, I will have the tools to analyse and resolve complicated situations in the real world. Using my theoretical understanding, I will pinpoint and resolve problems unique to my field (Jakovele, 2022). Thanks to my familiarity with relevant ideas and models, I can analyse events, determine causes, and generate fresh approaches. This method of problem-solving will improve my decision-making and ultimately benefit the organisation.
My theoretical understanding facilitates effective decision-making, which provides me with useful frameworks and analytical tools. I can make well-informed judgements in line with organisational aims and objectives by considering alternative viewpoints, weighing risks, and comprehending the effects of potential courses of action. I have the theoretical grounding to comprehend the whole scope of the industry, current market trends, and the nature of the competition. Having this knowledge will allow me to contribute to strategic planning, where I can help the company expand into new areas and develop efficient plans that play to its strengths.
[bookmark: _Toc137242176]Discuss why the topic is important in the hospitality industry. 
The housekeeping staff can make or break the experience when keeping guests happy. The quality of the experience that guests have at a hotel depends heavily on the housekeeping staff. Having a reliable housekeeping staff who always goes above and beyond for guests is a way to earn rave reviews and return visits. In the hospitality business, brand reputation is crucial (Fadlilah et al., 2022). Guests place a high value on cleanliness and maintenance when choosing a place to stay. 
The health and safety of its employees is a top priority in the hospitality business. The health and safety of guests rely heavily on the efforts of the housekeeping staff, who play a pivotal role in keeping common areas clean (Muffo et al., 2023). Sanitation, chemical handling, and an understanding of standard operating procedures are all crucial to preserving a healthy and risk-free setting. Housekeeping operations that run smoothly are crucial to the success of any hotel or resort (Bao et al., 2022). The ability to set priorities, manage time efficiently, and work together is essential for a successful housekeeping team. As a result, other departments can provide their services more quickly, improving the overall client experience. 
[bookmark: _Toc137242177]Conclusion 
Guest pleasure, an image of the brand, health and safety standards, operational effectiveness, cost management, and employee morale are all strongly influenced by the cleaning team's ability to perform their duties effectively. If anyone wants to make it as a professional, I invest time and energy into developing these abilitiy.
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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?


	Lack of Communication



	The former housekeeping crew failed to adequately communicate with the front desk personnel responsible for guest check-ins.

	Express regret for the trouble this has given the guest.
Perform a detailed cleaning of the guest room (Bichi et al., 2022).
Ensure the guest's needs are met and their complaints are addressed by following up with them.
	Establish frequent meetings or briefings between the front desk and housekeeping staff to facilitate consistent communication.
Set up reliable methods of informing guests of room modifications, special requests, and other updates.
	Establish frequent meetings or briefings between the front desk and housekeeping staff to facilitate consistent communication.
Set up reliable methods of informing guests of room modifications, special requests, and other updates.

	
Time Constraints

	Due to excessive occupancy or insufficient human resources, the housekeeping team had to work quickly.
	Express regret for the trouble this has given the guest.
Focus on speedily and thoroughly cleaning the guest's room.
I may try giving them a free breakfast or upgrading their accommodation as a sign of gratitude for the trouble.
	Room cleaning efficiency requires that worker numbers be regularly assessed and adjusted in response to occupancy (Gallagher et al., 2022).
Create a schedule that considers peak occupancy times and gives each room the time to be cleaned thoroughly.
	To get the most out of my employees, teach them to organise their time better and clean more effectively.


	Training and Supervision


	It is possible that the housekeeping staff that cleaned the room lacked the proper supervision and training.
	Express regret for the trouble this has given the guest.
It is time to reassign the team's seasoned cleaners to the guest room.
Review the team's performance and discuss any areas of improvement or training needs with the affected members.
	Create a training programme to teach new and current housekeepers proper cleaning methods, hygiene practices, and how to interact politely with customers.
Maintaining high cleaning standards requires establishing quality control inspections regularly and providing feedback on their effectiveness.
	The housekeeping staff needs a committed supervisor or team leader to provide direction and assistance (Guiking and Jacob, 2022).


	
Inadequate Supplies and pieces of equipment

	It is possible that the housekeeping staff lacked the necessary supplies or was using outdated or broken equipment when they attempted to clean the guest room (Guo et al., 2022).





	Express regret for the trouble this has given the guest.
Ensure I have all the cleaning materials and tools needed to get the job done.
I check stock carefully to avoid any untimely interruptions caused by a lack of materials or broken machinery.

	I use an inventory management system to keep track of my goods and ensure that I always have enough on hand.
Establish a routine maintenance plan for my equipment and fix any problems immediately.

	Encourage a sense of responsibility on the part of my staff by making them aware that they must report any problems they encounter with tools or materials.


	
Poor Quality Control





.

	There were not enough quality assurance checks in place to guarantee uniform sanitation.

	Express regret for the trouble this has given the guest.
Inspect the room carefully to find any cleanliness issues and fix them immediately.

	Clean all rooms to the same high standard by using a quality control checklist.
Maintain a schedule of audits or inspections and give regular feedback to the housekeeping staff on what they can do better.

	Give my employees regular chances to learn and grow to comprehend quality standards better and pay close attention to details (Urgo et al., 2022).
Staff members who maintain or improve the established level of cleanliness and quality should be recognised and rewarded.



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.

	
PRESENTATION


	INTRODUCTION:
[image: ]

	Training Notes:
· Welcome everyone to today's Housekeeping Excellence training. We have gathered here today to raise the bar for housekeeping and learn how to do it better. 
· Our goal is simple to perform better while upholding the integrity of our brand and guaranteeing the safety of our employees and customers (Sharma, Kaushik, 2021). 
· This presentation will cover various subjects, such as brand standards, health and safety, cleaning and maintenance, time management, communicating effectively, presenting myself professionally, and improving my skills. 

	Importance of housekeeping:
[image: ]

	Training Notes:
· This slide will discuss how the housekeeping staff directly impacts the hotel's bottom line, public image, and safety standards.
· Housekeeping has an immediate effect on the opinion of guests. Maintaining a hotel's cleanliness and upkeep goes a long way towards making a good first impression and keeping guests returning for more (Crespi-Vallbona et al., 2021). We must make visitors feel welcome, important, and cared for during their stay.
· Keeping the house in order is crucial to the success of our business. Our hotel is known for its impeccable cleanliness, neatness, and meticulous attention to detail. Maintaining them shows our dedication to quality and strengthens our brand's reputation.

	Brand Standards
[image: ]


	Training Notes:
· The first step is to establish some brand guidelines. Our brand standards define the quality and uniformity of our hotel's offers and services (Vishal et al., nd). They include many topics, from tidiness and hygiene to room design, amenity provision, and guest interactions.
· Our company has strict brand guidelines that align with our guiding principles. All guests will receive the same high-quality service that these guidelines guarantee. Among these are ensuring the rooms are set up how guests like and keeping the entire property spotless.
· Guests frequently compliment the hotel's immaculate rooms, crisp linens, ample supply of essential commodities, and thoughtful room layouts (Olanipekun et al., 2021). These compliments not only help us maintain our high brand standards but also help us gain the loyalty of our guests.

	(Guest Complaints)
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	Training Notes:
· In this slide, we will talk about how guest complaints affect our business and why we must respond to them quickly and effectively.
· I would apologise for the recent concerns from our guests. The impact of unhappy customers on our business can be substantial (Mdlalose et al., 2021). They may cause guests to form an unfavourable opinion of our hotel, harm our name, and cost us bookings. As housekeepers, we are responsible for addressing guest concerns as soon as possible.
· It is crucial to respond quickly and effectively to guest complaints. Doing so demonstrates our dedication to visitor happiness and allows us to convert a potentially disastrous situation into a triumph. Resolving visitor complaints is crucial for regaining guests' faith and loyalty and protecting the company's image.
· On the flip side, problems that are not addressed can worsen. They can lead to unfavourable customer feedback, both online and off, and a drop in visitor happiness. We also risk having our housekeeping team's reputation harmed, which could limit future employment prospects.

	(Achieving Brand Standards)
[image: ]
Training Notes:
· Cleaning rooms thoroughly and to brand standards requires careful attention to detail. This includes dusting, vacuuming, and washing all surfaces, including baseboards, windows, and light fixtures, so our guests will find the place clean and comfortable. Taking care of the tiniest issues demonstrates our dedication to doing things right.
· Maintaining cleanliness in the guest room includes making the beds and caring for the linens. We will talk about how to make a nice and comfortable bed, how to fold the sheets so that they seem professional, and how to keep the sheets clean and fresh (Sosa et al., 2021). Our dedication to offering exceptional service is displayed in how we pay attention to these particulars, which in turn enhances the enjoyment of our guests.



	(Efficient Room Setup)
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	Training Notes:
           We will discuss why it is so crucial to have everything in its place and then offer   some advice on how to do that.
· A properly laid out room is essential to providing our guests a relaxing and practical stay. It helps improve their overall experience and makes their time there more enjoyable (Sadhale et al., 2021). Keeping things neat makes it easier for our visitors to get around.
· Meeting guests' expectations require maintaining a standard for each accommodation. The trust and reliability we earn from our guests come from maintaining the same level of service throughout their stay (McKinnon et al., 2019).

	(Health and Safety Procedures)
[image: ]

	Training Notes:
· Our housekeeping staff's health and safety are paramount, so we will cover those topics here.
· Our company places a premium on preserving a risk-free and healthy workplace for all employees. Chemical safety, PPE use, and avoiding contamination are just a few of the issues we will discuss.
· Proper practises for managing chemicals ensure that cleaning supplies may be safely stored, used, and disposed of. We will discuss how to dilute chemicals properly, put on protective gear including gloves and eyewear, and put away supplies in their respective spots.
· To ensure our safety, personal protection equipment (PPE) must be used correctly. When dealing with potentially dangerous substances or performing duties that may expose us to risk, we will explore the necessity of wearing gloves, masks, and other appropriate protective gear (Lingard et al., 2019).

	(Communication and teamwork)
[image: ]

	Training Notes:
Here, we will discuss why our housekeepers must have open lines of communication with one another.
· A well-functioning team is built on a foundation of strong communication. It helps people on a team connect and work together more effectively. We may build a culture of constant development by promoting candid conversation, the free flow of ideas, and the acceptance of constructive criticism.
· Tasks are carried out effectively and efficiently with clear and straightforward communication between team members. Errors and misunderstandings are reduced, and customer service is improved.
· Collaboration and teamwork are essential for a spotless house. We can reach our goals and provide outstanding service only if we cooperate and help one another (Cottton et al., 2020). We will discuss how to work together more efficiently by delegating responsibilities, coordinating efforts, and supporting one another.

	(Training and Development Opportunities)
[image: ]


	Training Notes:
We will discuss the opportunities for professional growth and training open to our housekeeping staff.
· Professional and personal development that is ongoing is crucial for success. To help our employees grow in their roles, we provide access to various training materials, classes, and credentials. 
· Our staff members are strongly encouraged to pursue necessary external training and certifications. Courses on health and safety, environmental consciousness, and cutting-edge sanitation methods could be on the agenda (Hussain et al., 2022).
· We know that if we invest in our housekeeping staff's growth and development, they will be better able to do their jobs and help the department as a whole.

	(Conclusion)
[image: ]
Training Notes:
· Housekeeping Excellence, Meeting Brand Standards while Protecting Guests' Health and Safety was the topic of our presentation, and in this final portion, we will review its important aspects. 
· We have highlighted the importance of cleaning in safeguarding guests' health and safety, preserving the business's reputation, and maximising visitor happiness. Achieving brand standards, responding quickly to guest complaints, and adhering to health and safety regulations were all points of emphasis.
· We appreciate our housekeeping staff's hard work and the extra effort they have made to provide excellent service. My diligence and focus on detail are important factors in our company's success (Shahriar et al., 2022)
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