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	Housekeepers are essential to fostering the cleanliness of public and private facilities. A practical and successful housekeeper has several vital skills, including an eye for detail and organization skills with proper training.
Among several skills, the foremost requirement while working in the housekeeping team in the hospitality industry is a personal reflection. Maintaining physical fitness is vital, as housekeeping involves a lot of walking, bending, and lifting. Being innovative in all aspects is also crucial. 
Secondly, attention to detail is the ability to navel on all areas of a task, whether small or large. People with a worthy concentration on point are rigorous in analyzing their work. As a result, the work is generally more precise and errorless. Housekeepers should ensure that every room is clean, tidy, and well-maintained. These cleaning professionals need a sharp eye for detail to successfully enact their tasks. So the more thorough a housekeeper is at finishing their duties, the better they will be at their job.
Thirdly, housekeepers work with a group and must finish their work within a pre-fixed time each day. So managing time is an essential skill housekeepers need to ensure they complete all tasks on time by focusing punctually on finishing work in the client's expected time frame. This skill is a technique for using time productively and efficiently. It means organizing and planning how to divide time between various tasks.
Fourth, Interpersonal and communication skills should be under consideration. These skills are related to each other. Interpersonal skills are the abilities we utilize daily when we communicate and correspond with other people, individually and in groups while maintaining a good attitude and the capacity to handle disagreement. For any job, communication skill is key through active listening, method of communication either verbal or written, mode of presentation, friendly behavior, sharing feedback with norms, showing respect to clients, and must be confident about their work with clarity. Thus skills will help to move forward in the whole career. 
Fifth, a housekeeper should be able to compromise, which is flexible and includes negotiating or changing the contribution level to a task. Flexibility often refers to offering or taking less of something, depending on the situation. It is a term that can be used to show that one is willing to discuss terms with others and alter the effort based on the agreement. Being flexible can help a housekeeper be gainable for more jobs and potentially make more money.
Sixth, excellent customer service is the holy grail of a career. Once an individual has it, it has the authority to disclose all the secrets of success, and this skill has a few top features. These are - 1. A compelling way of speaking; 2. Empathy is the capability to understand another individual's emotions and point of view even though no list of excellent customer service skills is complete without it, which is called empathy; 3. Adaptability is when one works directly with the public even though the days are never the same and people are not the same. They may receive inquiries via phone, email, social media, and maybe even in person - sometimes from the same customers; 4. Ability to use positive language through steering the conversation toward a positive outcome and need to focus on the solution, finally thanking customers for their patience, understanding, and valued loyalty; 5. Apparent communication skills with self-control; 6. Taking responsibility with patience after effective listening; 7. Keen attentiveness by managing time; 8. Willingness to improve self-skill if team leader or client found any lackings; 9. Knowing the right tools; 10. Tend to solve client issues rather than transferring the problems to another team member.  
Seventh, housekeepers must exhibit diverse hard skills to execute their jobs successfully. Hard skills are earmark skills required to perform a particular duty. The usual hard skills necessary to be the best housekeeper include carpet cleaning, mopping the room, window treatment cleaning, vacuuming, winnowing, Washroom and bedroom cleaning, infection control, brushing, etc. 
Finally, a positive attitude and willingness to go atop and beyond to make customers feel cozy and pleased are essential to the job.
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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?


	
Time constraints: 

	If the housekeeping staff is under time pressure due to a high workload, they may be unable to clean each room thoroughly.
	Apologize to the guest for the inconvenience and express our commitment to resolving the issue immediately.
	Review and update our housekeeping procedures: I would review them and ensure they are up-to-date, efficient, and effective. This would include assessing the cleaning products and equipment we use and the frequency and cleaning methods.

  
	Foster a positive team culture: I would work to create a positive team culture that emphasizes collaboration, communication, and respect. This would include holding regular team meetings, providing feedback and recognition to team members, and encouraging open communication and ideas sharing. 

	Lack of attention to detail:
	It is possible that the housekeeping staff did not pay enough attention to specific areas or overlooked certain aspects of the room during the cleaning process.
	Investigate the complaint by speaking to the guest for more details and examining the room to verify the problem.
	Provide ongoing staff training: I would ensure all staff members receive ongoing training and guidance on proper cleaning techniques, customer service, and communication skills. This would ensure that they are equipped to handle any issues that may arise and provide excellent service to our guests.
	Establish clear expectations and goals: I would establish clear expectations and goals for the team, including performance standards, targets, and metrics. This would ensure that everyone understands their role and what is expected of them and provide a framework for assessing and improving team performance.


	Inadequate training: 
	If the housekeeping staff is not trained on the proper cleaning procedures and standards, they may not know how to clean each room effectively.
	Assign a staff member to thoroughly clean the guest's room and provide fresh linens and toiletries.
	Conduct regular inspections: I would conduct regular inspections of the rooms to ensure they are adequately cleaned and maintained. This would include a checklist of items to verify that all amenities are in good condition and that the room is clean and ready for guests.
	Provide ongoing training and development: I would provide ongoing training and development opportunities to team members to ensure they have the skills and knowledge necessary to perform their job effectively. This would include training on housekeeping procedures, customer service, communication skills, and other relevant areas.

	Insufficient staffing levels:
	If there are not enough housekeeping staff members to clean all the rooms promptly and effectively, some rooms may not receive the necessary attention.
	Offer the guest a complimentary meal or drink to show our appreciation for their patience and understanding.
	Encourage guest feedback: I would encourage guests to provide feedback on their stay, including the cleanliness of their room. This would allow us to identify areas for improvement and take corrective action as needed.
	Encourage problem-solving and innovation: I would encourage team members to identify problems and develop innovative solutions to improve the guest experience. This would include opportunities for team members to suggest and implement new ideas and procedures.

	Communication breakdown: 
	It is possible that there was a breakdown in communication between the housekeeping staff, leading to confusion or mistakes in the cleaning process.
	Follow up with the guest after cleaning the room to ensure their satisfaction.
	Implement quality control measures: I would establish quality control measures to ensure that all rooms are thoroughly inspected and cleaned to a high standard before guests arrive. This could include having a supervisor or team leader conduct a final check before the guest checks in.
	Recognize and reward success: I would recognize and reward team members for their accomplishments and contributions to the team. This could include bonuses, promotions, other incentives, and public recognition and appreciation.
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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.

	

Introduction
Understand the importance of housekeeping and its impact on guest satisfaction




	Training Notes: Housekeeping is an essential part of our hotel operations. Our objective is to ensure our visitors have a tidy and enjoyable stay. Good housekeeping leads to higher guest satisfaction ratings and repeats business.

	

Housekeeping Standards
Understand the Hotel Trinity housekeeping standards



	Training Notes: Our hotel has specific housekeeping standards that we need to follow. This includes cleaning frequency, guest amenities, and room supplies. Our housekeeping team is critical in meeting these standards and providing an exceptional guest experience.

	

 Health and Safety Procedures
Understand the importance of following Health and Safety procedures in housekeeping



	Training Notes: Health and safety is a top priority in our hotel. The upkeep of a secure and healthy environment for our visitors and staff members is under the purview of our housekeeping crew. We will review our health and safety procedures to follow them correctly.

	

Cleaning Tools and Products
Understand the proper use of cleaning tools and products



	Training Notes: We will review our hotel's cleaning tools and products. This includes the cleaners, equipment, and supplies used for different surfaces and areas. Properly using these tools and products will ensure we effectively clean and maintain our hotel.

	
	
Room Cleaning Process
Understand the Hotel Trinity room cleaning process



	Training Notes: Our hotel has a specific room cleaning process that we need to follow. This includes a particular order of cleaning tasks, such as dusting, cleaning, and tidying. We will review this process to ensure that we are following it consistently.



	

Guest Interactions
Understand how to interact with guests in a professional and friendly manner



	Training Notes: Our housekeeping team regularly interacts with guests in the hallway or when cleaning a room. Being professional and friendly in these interactions is essential to make our guests feel welcomed and valued. We will review tips and best practices for guest interactions.

	


Time Management
Understand the importance of time management in housekeeping



	Training Notes: Time management is critical in housekeeping. We need to ensure that we are completing our tasks efficiently and effectively to meet the demands of the hotel. We will review time management techniques and best practices for our team.

	

Problem-Solving
Understand how to solve housekeeping problems effectively




	Training Notes: Problem-solving is a critical skill in housekeeping. We will review common housekeeping problems and how to solve them effectively. This includes handling guest complaints, managing complex cleaning tasks, and coordinating with other hotel departments.

	

Employee Engagement
 Understand the importance of employee engagement and best practices for improving engagement




	Training Notes: Engaged employees are happier and more productive. We will review an employee engagement model and best practices for improving employee engagement. This includes providing opportunities for feedback, recognition, and development.

	

Conclusion
Recap the key takeaways from the housekeeping training



	Training Notes: We have covered a lot of material in this training. Remembering that our cleaning crew is crucial to meeting our hotel standards and providing a great guest experience is vital. Thank you for your efforts and commitment to our team and hotel.
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