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Housekeeping, an important sector in the hotel business, has a substantial impact on a guest's entire experience. Working on the housekeeping team requires a specific set of abilities to guarantee that services meet or surpass the expectations of the client.
First, attention to detail is one of the most important abilities for a cleaning crew member. Every room corner, every piece of furniture and every inch of the bathroom must be meticulously cleaned (Raghubalan & Raghubalan, 2016). I learnt the value of this talent while working in a local hotel, where the tiniest mistake frequently resulted in client complaints. Positive evaluations, on the other hand, dramatically improved our establishment's reputation when things were done correctly.
Secondly, effective communication within a hotel's cleaning staff and with other departments is critical for operational effectiveness. It is not enough to just broadcast communications; it is also necessary to ensure that the message is comprehended and acted upon (Mullins & Dossor, 2013). When contemplating the different contacts cleaning personnel have throughout their shift, the requirement for effective communication becomes obvious. The discussion of room status is an important part of communication within the housekeeping crew. The housekeeping crew must immediately communicate which rooms have been cleaned and are ready for incoming visitors, as well as which rooms are still occupied or require cleaning. Efficient communication in this area ensures that rooms are readied on time and that the check-in procedure for new guests is not delayed, resulting in improved customer service. Communication is also crucial for safety reasons. Housekeeping staff often handle potentially dangerous equipment and cleaning chemicals. Clear guidelines and instructions about their usage, as well as open lines of communication for any queries or incidents, are vital for maintaining a safe working environment (Casado, 2012).
Thirdly, physical stamina and agility are required for housework. The job frequently requires significant amounts of physical exertion, such as lifting, bending, and standing for extended periods of time. Physically demanding tasks such as changing linens, cleaning rooms, and moving furniture need strength and endurance (Raghubalan & Raghubalan, 2016). The physical demands are significantly greater at large hotels with a huge number of rooms and facilities, with cleaning personnel being forced to travel long distances throughout their shift. Maintaining physical health is therefore critical to functioning efficiently and preventing work-related ailments.
Additionally, housekeeping personnel must have a thorough understanding of hygiene and safety regulations. They are not only responsible for maintaining cleanliness, but they also play an important role in protecting the health of visitors and coworkers (Casado, 2012). They must learn various cleaning processes and use proper cleaning products to avoid cross-contamination. Cleaning from top to bottom and from cleanest to dirtiest places, as well as employing color-coded cleaning supplies, can successfully reduce infection. The COVID-19 pandemic emphasised the significance of these practises. Housekeeping personnel were thrown into the fray, charged with limiting virus spread through improved cleaning procedures. These include disinfecting high-touch areas more often and using personal protective equipment. This demonstrates how the housekeeping department's duty has expanded from just maintaining cleanliness to becoming a critical component in protecting visitor safety and public health.
Professionalism and a solid work ethic are also essential. Guests frequently have high expectations, and a clean room can add to their overall happiness and chances of returning (Jones, 2010). My own experience backs this up. Guests value not just a clean accommodation, but also how cleaning services are performed.
Understanding these talents, as well as theoretical information received through studies, may be implemented effectively in the workplace. Theories of effective workflow and time management, for example, can assist optimise everyday routines and increase productivity (Raghubalan & Raghubalan, 2016). Cleaning techniques and safety procedures can be utilised to teach new employees and increase the team's grade of work. These abilities are essential in the hospitality business since cleaning has a direct impact on the perception of the property by the guests. It is more than just keeping the room clean; it is also about adding to the whole visitor experience and happiness (Wood, 2013). It's an industry adage that first impressions last. Thus, in the competitive world of hospitality, having a spotlessly clean and attractive accommodation might make a difference.
In conclusion, working in the housekeeping crew necessitates a wide range of talents, including attention to detail and communication abilities, as well as physical stamina, cleanliness and safety awareness, and professionalism. Understanding and mastering these abilities is essential for housekeeping success and contributes considerably to the overall performance of the hotel business.
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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?

	
Guest makes a complaint.

	The housekeeping personnel may not have been properly trained in cleaning techniques and industry requirements (Casado, 2012).
	First, apologise to the visitor, then offer to clean the room right away or relocate them to another room if one is available.
	Maintaining a high level of cleanliness requires constant training of the housekeeping personnel (Raghubalan & Raghubalan, 2016).

	Plan group outings that encourage participants to get to know one another better and work together towards a common goal.

	
Guest makes a complaint.


	It is possible that guests were not given up-to-date room status reports (Mullins & Dossor, 2013).
	Look into what went wrong with the cleaning, then fix it.
	Establish a more efficient method of communicating the availability of rooms across divisions (Mullins & Dossor, 2013).
	Create a mechanism to acknowledge and identify workers who regularly meet or exceed expectations (Wood, 2013).

	
Guest makes a complaint.


	There may have been too many rooms for the personnel to handle.
	A staff meeting to address the problem and stress the value of high-quality housekeeping is option
	Make sure employees are not pushed through the room-cleaning process (Jones, 2010).

	Update and deliver extensive training programmes on a consistent basis (Raghubalan & Raghubalan, 2016). 

	
Guest makes a complaint.


	It is possible that cleaning requirements were not followed due to a lack of monitoring (Jones, 2010).

	If the issue stemmed from a lack of expertise on the part of the housekeeping personnel, more training should be provided (Raghubalan & Raghubalan, 2016).

	Conduct scheduled inspections to verify that cleanliness requirements are being met.
	Performance assessments should be implemented on a regular basis to assess progress, highlight weaknesses, and encourage growth (Jones, 2010).

	
Guest makes a complaint.


	The in-charge employee of the room may have been sloppy or unobservant.
	Supervise more closely to make sure proper sanitation measures are taken.
	Allow for employee and visitor input to enhance service on a consistent basis.
	Increased team communication allows problems to be solved more quickly and efficiently (Mullins & Dossor, 2013).




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.
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	Training Notes: 
Good morning everyone.  I am Georgiana Cucu, your Floor Housekeeping Manager. I appreciate your time and attention today as we discuss some critical things that will improve our service delivery and guarantee we retain the excellent standards that Hotel Trinity is known for. Today, we will look at the fundamentals of good housekeeping, from maintaining brand standards to following health and safety protocols. Furthermore, we will explore an employee engagement strategy that is intended to improve your job happiness and productivity. This course is about establishing a common awareness of our roles, responsibilities, and the best practises that support them. As we go through this session together, I invite you to engage actively, ask questions, and share your experiences. Let us go on this learning journey to guarantee that we continue to provide outstanding service to our visitors while also creating a safe, efficient, and satisfying workplace for all of us.
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	Training Notes:

Trinity Hotel is committed to offering excellent customer service. Every connection with a visitor should be marked by respect, professionalism, and a genuine desire to surpass their expectations (Bridger, 2018). Our practises prioritise the health and safety of both visitors and workers. We are devoted to environmental stewardship and use green practises in our operations wherever possible. Quality assurance is critical in our service delivery; we endeavour to meet and exceed industry standards in all aspects of our work. Finally, we appreciate our community participation, participating in activities that benefit our local environment and society. Our brand is characterised primarily by excellence, safety, responsibility, quality, and community.
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	Training Notes:
Customer input is an essential component of our approach of continual development. It enables us to comprehend our visitors' points of view and discover areas for development. We take cleaning issues extremely seriously since they have a direct influence on our visitors' comfort and happiness (Mullins & Dossor, 2013). We pay special attention to trash bin management and dust buildup on different surfaces such as mattresses, toilets, and glass. Regularly emptying garbage bins and keeping surfaces dust-free add to a clean, attractive room atmosphere. As a result, your attention to detail in these areas is critical to upholding our high cleaning standards and providing a great visitor experience.
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	Training Notes:
Employee engagement is critical to the productivity and general work happiness of our team. Unobstructed communication channels, according to Leiter and Bakker (2010), are a cornerstone of participation; open and transparent discourse helps everyone to understand their roles, responsibilities, and expectations.
Meaningful work and appreciation of your efforts also contribute to engagement. We believe in recognising and recognising exceptional achievement, which adds to an inspiring work atmosphere.
Another engagement driver is professional development; we are devoted to your progress and skill advancement. Leadership assistance is critical, and we work hard to give direction and aid to help you succeed. Finally, your voice is important. We respect your thoughts and suggestions and make sure they have an impact on our operations (Raghubalan and Raghubalan, 2016).
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	Training Notes:
Certain norms and conventions in the hospitality business determine the quality of our service. Effective guest feedback management is one such standard. We want to listen to, comprehend, and act on our visitors' opinions and recommendations as soon as possible (Quick, 2020).
Service customization increases visitor satisfaction by allowing us to match their specific requirements and preferences. Quick and efficient problem resolution is critical since it has a direct influence on visitor views and loyalty.
Maintaining a consistent business image, both internally and internationally, reassures visitors of our service's predictability and trustworthiness. Finally, we scrupulously adhere to the industry's sanitation and hygiene requirements, which are non-negotiable and critical for our guests' health and comfort.
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	Training Notes:
In our workplace, health and safety are of the utmost importance. We're all aware of basic risks including tripping and slippery hazards, inappropriate equipment usage, and ergonomic hazards (Casado, 2012). We prioritise risk reduction by keeping pathways clean, offering training on proper equipment use, and supporting ergonomic work practises.
We also take fire, chemical, and electrical safety seriously. Chemical storage and usage, adherence to electrical safety standards, and a thorough grasp of fire safety precautions are all critical (Fallon & Rutherford, 2010).
Preparedness for an emergency, careful material handling, and the use of personal protection equipment are all critical practises. We are devoted to offering first aid training and emergency procedures in order to respond quickly during disasters. Safety is not a choice; it is essential to our operations.
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	Training Notes:
Our efficient operations and high-quality service delivery rely on effective time management. We must control distractions so that our concentration stays on our key obligations and activities. It is also critical to effectively communicate within our team, improving information flow and coordination (Sharma et al., 2019).
Setting realistic objectives allows us to organise our duties and manage our time more effectively. We aim for constant development in our operations as well as in our individual productivity. Remember that our purpose is to work wisely and effectively, not merely to be busy (Tesone, 2010). When properly applied, these tactics will help us maximise efficiency while maintaining our high service standards.
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	Training Notes:
Excellent cooperation and customer service are built on excellent communication. To minimise misunderstandings and maintain effective operations, we must be honest and explicit with our messaging (Cottrell, 2019).
Another important part of communication is active listening. We may better grasp our colleagues' and visitors' wants and expectations if we pay close attention to them.
Empathy and understanding are essential components of our communication strategy, which fosters a friendly and inclusive work environment. We promote an environment in which everyone's voice is respected by encouraging open and polite discussions.
Finally, our agility and flexibility in communication enable us to efficiently traverse varied scenarios, improving our service quality and team cohesiveness.
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	Training Notes:
In the end, at Trinity Hotel, we strive to continually provide great service that surpasses our customers' expectations. Each of us has an important part in embodying and sustaining the high standards for which we are recognised.
Remember that personalising the visitor experience may make a big impact. In the hotel business, we stand out for our attention to detail and attempts to understand our clients' preferences.
We must constantly endeavour to create a friendly atmosphere. Our upbeat mood and warm demeanour have a big impact on how our customers perceive their stay.
Finally, let us be proactive in providing our visitors support and advice. Anticipating their wants is an essential component of providing outstanding service.
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	Training Notes:

Bridger, E. (2018) Employee engagement: a practical introduction. 2nd ed. HR Fundamentals. London: CIPD and Kogan Page. 
Casado, M. (2012) Housekeeping Management. London: Wiley
Cottrell, S. (2019) The Study Skills Handbook. 5th ed. London: Red Globe Press. 
Fallon, M. & Rutherford, D. (2010) Hotel Management and Operations. London: Pearson.
Leiter, M. P. and Bakker, A. B. (2010) Work Engagement : A Handbook of Essential Theory and Research. Hove [England]: Psychology Press.
Mullins, L. and Dossor, P. (2013) Hospitality Management and Organisational Behaviour. 5th ed. Harlow: Pearson
Quick, L. (2020) Managing Events. Real Challenges, Real Outcomes. London: SAGE Publications Ltd
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Sharma, N., Chaudhary, N. and Singh, V. (2019) Management Techniques For Employee Engagement In Contemporary Organizations. Hershey, Pennsylvania: IGI Global.
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                                                                  Conclusion    SOEG JOBS (2019). 9 Tips for Excellent Customer Service in the Hospitality Industry o Deliver exceptional service that exceeds o Embody and maintain the high standards o Personalize the guest experience o Cultivate a warm and welcoming environment o Offer proactive assistance and recommendations to guests
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