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Component One:
What are the key skills required when working in the housekeeping team? 



	Student No:
	Izabela Filipek (2209778)
	

	
	
Module Title:
	Hotel Placement – Operating Hotel Facilities
	

	
	Module Code:
	BMIH 4006
	

	
	Lecturer:
	Lisa Marie Basler
	

	
	
	
	

	


The Key Skills Required When Working in The Housekeeping Team in Hotel Industry

Housekeeping is an essential department in the hotel industry. Housekeeping is an operational department in the hotel which is responsible for maintenance, cleanliness, and aesthetic upkeep of public areas, back areas, rooms, and the surrounding environment. The housekeeping team take the responsibility of creating the hotel comfortable, pleasant, and clean to create a "home away from home" for guests. In this essay I will include my personal reflection to examine the skills necessary to succeed as a housekeeping team in the hotel industry by also using my own experience as well as the application of theoretical knowledge in hospitality. 
Time management is an essential skill for housekeeping teams while working in the hotel. Since housekeeping teams are always under the tight schedule of managing people and even materials. All the hotel operations of the housekeeping team can become successful through prioritizing tasks and effective time management. Through my experience of working as a housekeeper in the Premier Inn in Winchester, I have gained the ability to handle multi roles such as preservation of fabrics, building finishing, and furnishings, as well as recording keeping. For a smooth operation of duties, prioritizing them based on relevance and urgency has been proven important.
Effective communications skill is also crucial skill required for the successful operations of housekeeping teams. According to Datu, building rapport with guests needs textual and verbal communication that is well-articulated and clear since housekeepers may answer guests questions by actively listening and providing meaningful responses. I have learned that having communication skills can enable guest satisfaction, whereby I can understand the requests, preferences as well as any specific instruction given by the guests. For example, if the guests rooms are not cleaned well, through communication, I will be able to deliver the services as expected by the guests hence can increase levels of guest satisfaction.  
Attention to detail and problem-solving skills are also essential in housekeeping teams. Guests visiting the hotel want to experience a "home away from home"; therefore, the housekeepers team requires to keep a keen eye for details to ensure that the environment and every aspect of rooms are thoroughly cleaned as well as presented according to the highest cleanliness standards of the hotel. Paying attention to details such as dusting all surfaces, making beds, cleaning bathrooms, vacuuming carpets, and leaving no room for any missed spot. Another crucial skill is the ability to solve problems; in my experience working as a housekeeper in the Premier Inn in Winchester, I have encountered guest complaints about the room not being cleaned properly; this called for problem-solving ability and quick thinking. I had to address the concern immediately and ensure that the room was cleaned to their liking. I also handled other complaints and provided effective resolutions. Therefore, problem-solving skills and attention to detail is a powerful skill for the housekeeping team.
Working as a housekeeper requires customer service skills since there is direct contact with guests. According to Chaudhari, keeping customers happy is an essential factor in the hotel industry. To ensure guests pleasure, the housekeepers team require to understand the guests and provide their services in a way that maximizes the guests satisfaction. Being worked in a higher competitive hotel in the U.K., the Premier Inn, I learned to possess excellent customer skills, interacting with guests politely, respectfully, and professionally. Whenever guests raised concerns and complaints, I was responsive to their needs and requests and strived to offer exceptional services to meet the expectations of the guests.
Theoretical knowledge is important in the housekeeping team to ensure there is a foundation and framework to be used in actual situations and enable the comprehension of the guiding principle for the housekeeping skills that are required in the hotel industry. Time management, effective communication, problem-solving, and customer service are some of the skills discussed in the essay with the theoretical foundations. Understanding these skills can help one modify them to match various circumstances to ensure their efficacy.  
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Component Two:
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?


	
When the guest arrived, their accommodation was not sufficiently cleaned, which caused discontent and, therefore a valid complaint.

	The housekeeping staff team on duty was highly overloaded with work, as some workers were absent. This excess workload was then manifested in how the work was done, hence the inefficient cleaning in the room.
	1. Meet the guests, collect information concerning room cleanliness, and apologize for the issue.
2. Assign staff to clean the room of the guests immediately to meet the guests’ expectations and the cleanliness standards of the hotel.
3. Inspect the room thoroughly to ensure it meets the satisfaction of the guests.
	· To avoid overloading housekeeping workers and lowering the standard of their job, it is crucial to assess the task distribution. To ensure acceptable workloads and enough time for comprehensive cleaning, I will assess the need for more workers, assess the effectiveness of the current procedures, and make any necessary improvements.
	· I will create an atmosphere at work that values cooperation, teamwork, and support for one another. Regularly praising and rewarding team members' contributions will foster a good environment and encourage employees to do their best.

	Frustration and dissatisfaction by the guests.


	A lack of proper training caused new housekeeping staff members to overlook specific duties and places since they were not adequately instructed on cleaning standards and procedures.
	1. Identify any systemic problems or holes in the cleaning process by conducting a thorough investigation that includes examining the specifics of the occurrence, getting feedback from the housekeeping team, and assessing the circumstances of the incident.

	· Review the available cleaning procedures to identify any areas of improvement.
· Offer training programs to the staff members on the cleaning procedures and standards of the hotel and ensure they are well trained. 
· Execute quality control systems to ensure all rooms are properly cleaned and inspected before the arrival
	· To increase motivation and attention, clearly define the housekeeping team's performance expectations, targets, and objectives, and match them with the hotel's overarching goals. 
· Develop a practical strategy. New employees must be allowed to hone their abilities while supervised by more seasoned team members or managers. This mentoring strategy offers the chance to learn from seasoned professionals and rapid feedback, error correction, and learning opportunities.

	
When the client came, their accommodations were not thoroughly cleaned, causing dissatisfaction and thus a justified complaint.


	The shortage of cleaning products hampered the housekeeping team's ability to perform their jobs to the necessary standard. When critical cleaning products, tools, or equipment were unavailable, the team struggled to clean and maintain the hotel rooms and common areas efficiently. Inadequate cleaning supplies hindered cleaning efficacy, resulting in unsatisfactory outcomes and potentially unsanitary circumstances.
	1. Impose teamwork and open communication by organizing team member meetings to discuss best cleanliness practices.
2. Recognize the team member’s strengths and areas of improvement through performance assessments.
	· I will set up a well-structured inventory management system for regularly monitoring cleaning products and proactive reordering to ensure an adequate stock.
·  I will create and oversee strong communication between the housekeeping and procurement departments to forecast demand, track consumption patterns, and optimize supply levels. Furthermore, I will develop partnerships with dependable suppliers and create contingency plans for unanticipated shortages to help alleviate the impact of supply concerns.
· I will set up a well-structured inventory management system for regularly monitoring cleaning products and proactive reordering to ensure an adequate stock.
·  I will create and oversee strong communication between the housekeeping and procurement departments to forecast demand, track consumption patterns, and optimize supply levels. Furthermore, I will develop partnerships with dependable suppliers and create contingency plans for unanticipated shortages to help alleviate the impact of supply concerns.
· I will create a maintenance program for all cleaning equipment, including routine service and repairs, to help identify and handle possible problems before they become serious. In addition, I will train housekeeping staff on basic equipment troubleshooting and maintenance so that they can tackle minor difficulties themselves and report more complex problems promptly.

	· I'll set up efficient procedures and transparent channels for reporting and following up on maintenance requests. Using a digital system or specialized software, the housekeeping staff and the maintenance department can communicate effectively, ensuring that requests are received, acknowledged, and resolved promptly. The maintenance staff will benefit from regular follow-ups and feedback loops that allow them proactively spot possibilities for process improvement and address any delays.

	The guest complains that on their arrival, their room had not been properly cleaned.


	The issue of the room not being thoroughly cleaned may have been exacerbated by a lack of efficient quality control techniques. There is a higher chance of sporadic oversights or uneven cleaning methods when there isn't a solid system to ensure continuous adherence to cleaning standards.
	1. After cleaning guest rooms, I will assign detail-oriented team members or supervisors to check them to ensure the predetermined cleaning standards are fulfilled.
2. I'll make standardized checklists that identify every cleaning chore and area needed in each room. The housekeeping crew will easily access these checklists, which offer precise instructions on the anticipated degree of cleanliness.
	· I will provide quality control-focused training sessions regularly so that staff members may learn about best practices, get advice on effective cleaning methods, and stay informed of any modifications to cleaning procedures.
· I will encourage visitors to comment on how clean their rooms are and use their suggestions to improve the quality control procedure. 

	· I will promptly give the housekeeping team comments and instructions based on the findings of the inspections. This measure will promote the value of paying attention to detail and upholding uniform cleaning standards by acknowledging exceptional performance and identifying areas for improvement.


	The guests complained that on their arrival, their room had not been properly cleaned.


	There were cracks in quality control and accountability caused by inadequate monitoring or a breakdown in managerial oversight.
	1. Discuss with the housekeeping crew to go over the situation, stress the value of their contribution to guest pleasure, and offer support and advice to help avoid similar incidents in the future.
	· I will always expect accountability from my staff. I will hold employees responsible for their behavior.
· I will take disciplinary action or offer more resources to address performance difficulties if necessary.
	· Fostering accountability for their actions and results, empowering team members to take ownership of their duties, and giving them the freedom to make decisions.



Component Three:
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.
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Introduction
               Guest satisfaction is a key component in the hospitality business and a great success-driving factor. As well known, the Housekeeping department is guided by one mission, "To create a home away from home," this entails ensuring a clean, pleasant, well-maintained, and serene room that allows guests a desirable experience and value for their money.
· Housekeeping has a considerable influence on Guest satisfaction, Perception of quality, Guest loyalty and repeat business, Online Reviews and Reputation Management, Differentiation, and Competitive Advantage

	Training Notes: Here, I will: introduce myself as the Floor Housekeeping Manager and briefly explain the purpose of the training, Emphasize the importance of maintaining high standards of cleanliness, following brand guidelines, and ensuring health and safety procedures are met. I will also highlight the impact of exceptional housekeeping on guest satisfaction and the hotel's reputation.


	Agenda
Purpose of training
As the floor housekeeping manager and given the recent guest complaints, I have put together a basic training presentation for us, the housekeeping team, to get the best out of ourselves, ensure that brand standard is being achieved and that Health and Safety procedures are also being followed.

	Training Notes: Purpose of training 1. To ensure the most outstanding possible performance from the housekeeping team by providing them with the necessary skills, knowledge, and procedures and to assure productivity, time management, attention to detail, and overall job performance.
2.	To achieve brand standards set by the hotel that ensure consistency, quality, and a specific image across all properties. Familiarizing the team with standards on cleaning procedures, grooming guidelines, and other areas will help the team to understand and adhere to these brand standards to create a unified guest experience.
3.	To maintain health and safety procedures. Emphasizing the importance of following health and safety procedures, including proper handling and disposal of cleaning agents, understanding emergency procedures, and practicing infection control measures will create a safe environment for all.


	Key housekeeping tasks
· Cleaning and sanitizing guest rooms and public areas: Pay attention to details, such as corners, hidden areas, and high-touch surfaces.
· Making beds, changing linens, and replenishing amenities: Ensure neatness and completeness.
· Vacuuming, dusting, and mopping floors: Remove all visible dirt and dust.
· Proper waste disposal and recycling practices: Separate waste into appropriate bins.

	Training Notes: This highlights the essential tasks that housekeeping staff must perform consistently. Numerous important duties that are generally involved in housekeeping include:
Surfaces, floors, and furniture should all be cleaned and sanitized. Changing sheets and making beds, ironing and doing the laundry
Cleaning kitchens and doing the dishes, restocking supplies and toiletries Recycling and removing the trash
Depending on the particular requirements of the household or institution, these tasks may change. It's crucial to rank duties according to their significance and regularity to keep the area tidy, orderly, and pleasant.


	Hotel Brand standards
· Appropriate uniform and professional appearance
· Use standardized methods and products for each cleaning area.
· Follow the given guidelines for the use of machinery and cleaning equipment for effective and safe use.
· Maintain consistent aesthetics and functionality in all guest rooms.

	Training Notes: Hotel brand standards are the criteria and specifications established by a hotel chain to guarantee uniformity in the caliber of amenities, services, and overall guest experience. These requirements encompass a range of hotel operations, including room design, cleanliness, guest relations, the availability of food and drink, safety procedures, and environmental responsibility. Hotel Trinity can retain a strong brand identity and reputation, boosting client loyalty and profitability; the housekeeping staff should learn and follow them in their daily routines.



	Health and Safety Procedures
· Proper handling and disposal of hazardous materials: Use personal protective equipment (PPE) and follow disposal protocols.
· Correct usage and storage of cleaning agents: Read labels and store chemicals securely.
· Emergency procedures and evacuation routes: Familiarize yourself with emergency exits and know what to do.
· Personal hygiene and infection control measures: Regular handwashing, proper glove usage, and following infection control guidelines.
· These procedures will aid in maintaining a safe and healthy environment for guests and staff.

	Training Notes:  To protect the security of staff and visitors, hotel Trinity has put in place several health and safety measures. Typical actions include High-touch surfaces like doorknobs, elevator buttons, and reception desks should be cleaned and disinfected on a regular basis.
		using masks and gloves, and having good hygiene techniques	
The team should learn the different health and safety procedures, their importance, and how to integrate them into their positions.

	Cleaning Techniques and Best Practices
· Proper use of cleaning agents: Follow instructions for dilution ratios and application methods.
· Correct cleaning sequence: Start with the least soiled areas and work towards dirtier areas to prevent cross-contamination.
· Efficient time management: Prioritize tasks based on importance and deadlines.
· Utilizing appropriate tools and equipment: Use the right equipment for different surfaces to ensure effective cleaning.

	Training Notes: Learning outcomes: Team members should understand and apply effective cleaning techniques for different surfaces.
Assessment: Practical Demonstration: Conduct hands-on exercises where employees demonstrate their understanding of cleaning techniques on various surfaces. Assess their ability to use the correct techniques and achieve desired results.

	Quality control and inspections
These will ensure consistency, compliance, continuous improvement, accountability, and excellence.
•	Daily room inspections: Thoroughly check each room for cleanliness and adherence to standards.
•	Documentation of issues: Record any issues or deficiencies found during inspections.
•	Prompt resolution: Address and rectify issues as quickly as possible.
•	Ongoing training and feedback: Continuously undertake training and feedback to improve performance.

	Training Notes: Staff should understand and demonstrate knowledge of the importance of regular quality control and inspections in maintaining high housekeeping standards.
Assessment: I will assign employees a collaborative task where they need to work with other departments (e.g., front desk) to address a guest complaint related to housekeeping. I will evaluate their communication ability, resolve issues collaboratively, and ensure guest satisfaction.

	Communication and Teamwork
Effective communication and teamwork will ensure efficient workflow and coordination, collaborated problem-solving, consistency, a culture of support, efficient performance, and improved guest interactions.
· Clear communication channels: The established and effective lines of communication should be used for reporting issues or seeking assistance.
· Collaborative problem solving: Team members should strive to work together to solve challenges.
· Mutual support and assistance: The housekeeping team should foster a culture of teamwork and helping one another.
· Regular team meetings and feedback sessions: The scheduled meetings are compulsory to discuss progress, address concerns, and share best practices.

	Training Notes: Staff must understand the importance of effective communication and teamwork within the housekeeping department. To keep all spaces tidy and maintained, staff members in the housekeeping department must collaborate. To accomplish this, the team members must communicate effectively about assignments, deadlines, and potential problems. Staff members are more likely to collaborate effectively and efficiently, creating a well-run and structured department, when they know the value of excellent communication and teamwork. Effective teamwork and communication can also create a productive workplace that can boost job satisfaction and result in more outstanding performance. 
Assessment: I will incorporate role-play exercises, teamwork evaluations, feedback and communication exercises, problem-solving scenarios

	Applying the Gallup Model in Housekeeping
· Hotel Trinity cares about the jobs of the housekeeping team and acknowledges their meaningful contribution to the organization.
· The Gallup Model is, therefore, a framework the hotel will use to improve employee engagement and performance in housekeeping.
· This model will focus on defining the purpose of each assigned role, ensuring we have caring leaders, focusing on strengths, and instituting development opportunities for optimal engagement.
· Take, for example, Hyatt company, which implements this model in their housekeeping teams through its housekeeping flextime program, which allows housekeepers to leave if they complete their tasks on time or clean additional rooms to make more money. 
· Using this model, Hotel Trinity will, therefore:
· Ensure everyone knows what is expected of them at work.
· recognize the efforts and contributions of employees.	
· Will support the development of the housekeeping team.
· Have supervisors and coaches that care for team members and have ongoing conversations about general life and areas of improvement.

	Training Notes: The Gallup model is a well-liked strategy for raising employee performance and engagement at work. Implementing the Gallup methodology in housekeeping training will build a more engaged and effective crew. The Gallup model encourages employee engagement, including clear expectations, chances for advancement, and rewards for quality work. We can develop a more motivated and engaged Hotel Trinity workforce committed to providing great service by using the Hyatt example as a guide and using the mode.

	Conclusion
· (Here I give a recap of everything said in the training)
· Exceptional housekeeping significantly impacts guest satisfaction and the hotel's reputation; therefore, it is important to maintain high standards of cleanliness, follow brand guidelines, and ensure that, as the housekeeping team, we meet the health and safety procedures.
· Consistently following the said protocols and procedures will ensure that we create positive guest experiences and contribute to the success of our company.
· Q & A session
The floor is open for any questions, clarifications, or suggestions.
· I have confidence in everyone in the team to perform highly and excel in their roles by applying the skills and knowledge acquired from this training session.
The End
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