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	Component One:
What are the key skills required when working in the housekeeping team? 750 words (+/- 10%)

Introduction
In the hospitality industry, housekeeping is an important part of ensuring guest satisfaction and comfort during their stay. Whether working in a hotel, resort, or other hospitality venue, housekeeping staff are responsible for cleaning guest rooms and communal areas, making beds, replenishing supplies, and ensuring that the property is kept in a clean and orderly condition. To be successful in this field, housekeeping staff must have some skills and knowledge to deliver better service to their guests. In this assignment we will explore some required housekeeping skills for an efficient housekeeping team.
Skills
· Attention to Detail
One of the most important skills is to give attention to the detail that every room is cleaned and that nothing is overlooked. Checking every corner, every surface, and every item in the room to ensure cleanliness (Usman, 2018). Attention to detail is also important when it comes to restocking supplies, ensuring that all items are replenished before the new or next guest arrives.
· Physical Fitness
Another important skill is physical fitness, which housekeeping staff are physically fit and able to handle the demands of the job. Because housekeeping is a physically demanding job that requires staff to be on hold, lift and carry heavy items, and move furniture. Maintaining a satisfactory level of fitness will help housekeepers to perform their duties effectively and reduce the risk of injury. Also fit health gives the staff enough confidence to tackle any situation.
· Time Management 
Sometimes housekeepers must clean rooms in brief period and must have the knowledge to prioritize the task, work efficiently, and complete their work within the allocated time. Enjoyable time management skills are essential for housekeepers to ensure that every room is cleaned, and the next guests are not kept waiting.
· Communication Skill 
Every person must have effective communication skills. They must be able to communicate effectively with colleagues, and report any issues or concerns promptly (Jackson, 2018). They must also be able to communicate with guests in a professional and courteous manner, responding to requests and resolving any issues that may arise.

· Flexibility 
Housekeeping staff must be able to adapt to changing circumstances and work schedules. They may be required to work early mornings, evenings, weekends, and public holidays. They must be able to work independently or as part of a team and be willing to assist with other tasks when required.
· Organizational Skill 
Housekeeping staff are responsible for maintaining the cleanliness and orderliness of a large property, including guest rooms, communal areas, and back-of-house areas. To achieve this, they must be highly organized, with a system for keeping track of tasks, supplies, and equipment. They must be able to prioritize tasks, manage their workload, and ensure that all areas are cleaned to the required standard.
· Problem-solving skills
Housekeeping staff may encounter a range of problems and challenges in their work, from difficult-to-clean surfaces to broken equipment. They must be able to think creatively and find solutions to these problems quickly and effectively. They must also be able to escalate any issues that cannot be resolved to their supervisor or manager.
· Customer service skills
The housekeeping staff has a key role in ensuring that guests have a positive experience during their stay. They must be able to give quick responses to guest requests and concerns in a timely and professional manner, and aid where needed (Singh, 2020). They must also be able to maintain a friendly and welcoming demeanor and ensure that guests feel comfortable and at home.

By developing and honing these skills, housekeeping staff can ensure that they are providing the highest level of service to guests, maintaining a clean and welcoming environment, and contributing to the overall success of the hospitality venue. By continually improving their skills and striving to provide the best service possible, housekeeping staff can play a significant role in creating memorable experiences for guests and building a loyal customer base for the venue.
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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 complained that on their arrival, their room had not been professionally 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?


	
The guest reported that their room had not been properly cleaned before their arrival.

	It could be a mistake by the housekeeping staff, a breakdown in the communication between the front desk and housekeeping, or an issue with the cleaning supplies or equipment.
	Based on my investigation, I would identify any areas for improvement in our cleaning processes, communication protocols, or training and coaching for the housekeeping staff (Bhatt, 2017). I would then take corrective action to ensure that the guests’ room is professionally cleaned and that any other rooms on the floor that may have been affected are also thoroughly cleaned.

	I would introduce several measures. First, I would review and reinforce our cleaning procedures and checklist to ensure that they are comprehensive and clear and ensure that all housekeeping staff are trained and coached on the procedures and that they have the necessary cleaning supplies and equipment to perform their duties effectively.
	To improve team effectiveness, I would introduce several tactics. First, I would ensure that all housekeeping staff receive regular training and coaching on our cleaning procedures and standards. This would help to ensure that all staff are performing their duties consistently and to the required standard.

	The problem is related to staffing and a shortage of housekeeping staff, resulting in delays in cleaning guest rooms.

	The staff member calling out sick could be due to various reasons, such as illness, personal emergency, or transportation issues. However, a shortage of staff could also be due to poor planning or scheduling, lack of backup staff, or high turnover rates.
	My first step would be to assess the situation and prioritize the rooms that need to be cleaned urgently, such as check-out rooms, special requests, and high-priority rooms. I would then allocate the available staff to these rooms and ensure that they have the necessary cleaning supplies and equipment.
	To prevent a shortage of housekeeping staff in the future, I would review our staffing planning and scheduling processes to ensure that we have adequate staff coverage for busy periods, holidays, and emergencies. This could include cross-training staff members to perform multiple roles or hiring backup staff to cover absences. I would invest in staff development and retention initiatives to improve job satisfaction and reduce turnover rates.
	I would introduce several ways. establish clear communication channels and protocols to ensure that all staff members are aware of their roles and responsibilities and that they receive regular updates and feedback. I would implement a performance management system to track and monitor staff performance and provide coaching and feedback to improve their skills and productivity.

	
The problem is related to a missing guest's personal belongings.

	The reasons for missing guest belongings could be varied, such as theft, misplacement, or a mistake made by the housekeeping staff. It could also be possible that the guest had misplaced or forgotten their belongings somewhere else.
	As the team leader, my first step would be to speak to the guest and investigate the situation in detail (John, 2022). I would take down all the details of the missing items, such as their description, location in the room, and their estimated value. I would also ask the guest if they had misplaced or forgotten the belongings somewhere else.
	To prevent missing guest belongings in the future, I would introduce several measures. Firstly, I would review and update our housekeeping procedures to ensure that we have strict protocols in place to handle guest belongings. This could include conducting thorough checks of the room before and after cleaning, using secure storage areas for guest belongings, and training our staff members on proper handling procedures.
	I would establish clear communication channels and protocols to ensure that all staff members are aware of their roles and responsibilities and that they receive regular updates and feedback. I would implement a performance management system to track and monitor staff performance and provide coaching and feedback to improve their skills and productivity. 


	
The problem is related to an unfulfilled guest request for room servicing.

	There could be various reasons for the room not being serviced, such as a miscommunication between the guest and the front desk, a delay in processing the request, or a scheduling issue with the housekeeping team.
	As the team leader, my first step would be to speak to the guest and apologize for the inconvenience caused. I would take down all the details of the missed request, such as the time and date of the request and the guest's specific requirements. Next, I would investigate the situation by reviewing the hotel's system to check if the requests were received and processed correctly. If there was a delay or scheduling issue, I would take immediate action to address it and ensure that the request was fulfilled as soon as possible.

	I would introduce several measures. I would review and update our guest request handling procedures to ensure that we have clear protocols in place for processing and scheduling requests. I would establish regular communication channels with the front desk to ensure that all guest requests are processed promptly and accurately. I would also provide training and support to the front desk staff members to ensure that they are aware of the importance of timely and accurate request handling (Rodenwaldt, 2017). 

	I would establish clear communication channels and protocols to ensure that all staff members are aware of their roles and responsibilities and that they receive regular updates and feedback (Barth & Hayes, 2019). I would implement a performance management system to track and monitor staff performance and provide coaching and feedback to improve their skills and productivity. This would help to identify and address any performance issues or training needs. I would foster a culture of accountability and responsibility by empowering our staff members to take ownership of their work and make decisions.

	
Types of problem: Missing amenities.

	It could be due to an oversight by the housekeeping team, miscommunication between the front desk and housekeeping, or a shortage of supplies (Sinha, 2018).
	Apologize to the guest and ask for specific details about the missing amenities. Investigate and speak with the housekeeping team and front desk staff to identify the cause of the problem (Mars & Mitchell, 2020). 
	Conduct regular checks and audits of the rooms to ensure that all amenities are present and accounted for. Improve communication and coordination between the front desk and housekeeping team. Maintain an adequate supply of amenities and monitor inventory levels.
	Provide regular training to the housekeeping team on the importance of attention to detail and thoroughness. Implement a system to track and monitor inventory levels and usage to prevent shortages (Borsenik & Stutts, 2018). Establish clear protocols for communication and request handling between the front desk and housekeeping team.



	Words
	900




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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As the floor housekeeping manager, it is essential to ensure pﬁ CANAA

that the housekeeping team is equipped with the necessary
skills and knowledge to provide excellent guest service and
maintain high standards of cleanliness. In this training

presentation, we will cover various aspects of housekeeping
operations, including brand standards, Health and Safety
procedures, guest satisfaction, communication, and time
management. By the end of this session, you will have a

better understanding of your role as a housekeeper and how i\{(

to deliver exceptional service to our guests. jﬂ% @ ‘ ’
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effective communication is essential for
the housekeeping team'’s success. Clear
instructions, active listening, and
constructive feedback promote productivity
and unity. Sharing goals, recognizing
achievements, and addressing challenges
openly build trust and motivation. Timely
and respectful communication fosters a
positive work environment and ensures
efficient operations.t.

Effective and Clear Expression.

Active Listening

Adaptability and Feedback
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1.Continuous training and development
for housekeepers in hotels ensures that
they stay updated with the latest
industry standards, best practices, and
technological advancements to deliver
high-quality and efficient
housekeeping services.

1.0Ongoing training also helps
housekeepers improve their
communication, time management,
and problem-solving skills, enabling
them to provide exceptional guest
experiences and contribute to the
overall success of the hotel.
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1. Prioritize tasks based on 2. Create a schedule to allocate 1. Use tools such as

urgency and importance, specific time slots for each task, checklists or mobile
focusing on cleaning and  allowing for efficient completion apps to track progress
prepqring rooms first. throughout the day. and ensure all duties are

completed within the
designated time frame.
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ncreased versatility: Housekeepers
can perform multiple tasks, such as
ront desk duties or food service,
improving operational efficiency.
Enhanced customer service: Cross-
rained housekeepers can assist
guests with inquiries or provide support
beyond traditional housekeeping
duties.

mproved teamwork: Cross-training
osters a better understanding and
cooperation among different
departments, leading to a more
cohesive work environment.
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e Flexibility in scheduling: Housekeepers

with cross-training can fill in for other
roles, allowing for smoother staff
rotations and reducing scheduling
conflicts.

Professional development: Learning
new skills expands housekeepers'
knowledge base and provides
opportunities for career advancement
within the hotel industry.
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Attention to detail is crucial for
housekeepers in hotels. They must
meticulously clean and organize
rooms, ensuring every surface is
spotless and every item is in its
proper place. Such meticulousness
guarantees guest satisfaction and
a comfortable stay.
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Increased efficiency
and productivity:

Teamwork allows housekeepers to
divide tasks, collaborate, and complete
them more efficiently, leading to higher

productivity and guest satisfaction.

\

Improved problem-
solving:

Working as a team enables
housekeepers to share ideas,
perspectives, and solutions,
enhancing problem-solving
abilities and ensuring effective
handling of challenges.

Enhanced morale and
job satisfaction:

eamwork fosters a sense of
camaraderie among
housekeepers, promoting a
positive work environment,
boosting morale, and increasing
job satisfaction.
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Attention in detail
Meticulous attention to
detail is essential for
effective housekeeping,
encompassing
cleanliness, organization,

maintenance, and overall
tidiness.

continious tranning
and development
it will add the efficence
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Time managment

Time management is the
coordination of tasks and
activities to maximize the
effectiveness of an individual's
efforts.

Cross Traning

Cross training is a way to vary
your fitness program by
combining different types of
exercise activities..

communication

Communication is usually defined
as the transmission of information

attention to detail

Attention to Detail is the ability to
accomplish/complete a task
while demonstrating a thorough
concern for all the areas involved.




