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The concept of housekeeping is not new in the hospitality industry considering the requirements of cleanliness and hygiene being basic to all workplaces (Jiang and Wen, 2020). The business, in particular, is relying on the standards of cleanliness and organising ensured in hotel rooms, offices, kitchens, dining, and other public spaces. Proper organising is equally important for which housekeepers are appointed in the hotels and accommodations. It is vital to understand the role  of a housekeepers which is not merely invested in focusing on room cleaning. Housekeepers are also expected to check and supervise the rooms thoroughly  look after bedding,  washing  and furniture maintenance  to ensure everything is of sound quality.  In many cases, they are also know to do the jobs of other room service agents. 
Several skills build and retain the abilities of housekeeping teams and members. The first skill is customer service. Here, housekeepers have to ensure that clients and visitors are satisfied with the cleanliness and organising of the rooms they are offered (Jiang and Wen, 2020). Moreover, props and other amenities going with accommodations have to be clean and tidy as expected by the people. It is the housekeeping team that is called primarily for any issues. Therefore, they also need to have patience and perseverance to keep calm under good and bad situations simultaneously.  Having worked in the housekeeping role at Premier Inn, I have been meeting many customers and attending to different complaints and demands regarding room services, opened 24h. I have realised that good behaviour and active listening are two necessary skills that assist customer service. It is crucial to understand that properly listening to the problems and demands eases the service outputs that housekeepers have to customise based on client needs. For this reason, a proactive initiative in learning and interactions is necessary for the set of skills (Harris and De Bruin, 2018). Even critical thinking and intuition abilities determine the efficiency of performances.
Other important skill in the housekeeping function is leadership and interpersonal ability. It means that professionals have to be effective leaders to manage and guide fellow housekeepers or juniors in teams to serve clients appropriately (Grant, 2020). Lack of this skill affected the housekeeping staff at Premier Inn. For example, absence of sound leadership practices using coach and participating styles diminished the internal communication  and efficiency of housekeeper in understanding their job roles. Lack of leadership hindered guidance necessary to support housekeepers in delivering their tasks in room cleaning,  supervision  and timeliness for client satisfaction.
 Therefore, managerial skills and organising abilities are other assets in this role (Grant, 2020). The value of these skills remains indispensable considering the diversity of responsibilities that housekeepers pursue. A very basic but crucial skill in this profession is the basic sense of hygiene and cleanliness, safety, and standardisation. It means that housekeepers must be aware of the local hotel standards and expectations on hygiene and room safety. Here, safety determines that rooms are pest-free and regularly checked (Grant, 2020).
Another major skill that I have noted in the field of housekeeping is business management. In general, time management is always expected from housekeepers given their allocations and range of duties. Business management refers to the ability of housekeepers to tackle different roles at once while attending to the customers allocated in shifts (Lin, Fu, and Hsung, 2017). Modern housekeepers are even called to multitask, giving room services and basic cleaning facilities simultaneously. Therefore, organising of schedules is a necessity in this field. My experience at Premier Inn has triggered this understanding since I was often demanded to work in both the roles, house cleaning, and room services, respectively. It brings another skill to the fore which is adaptability. Workplace flexibility is also an asset in making housekeepers adjustable to different job roles and responsibilities (Lin, Fu, and Hsung, 2017). I have understood that agility is highly profitable in empowering my skills in customer management and personalised services that modern visitors demand at Premier Inn. The work experience has made me realise the rapidity of changes in housekeeping and organising, from conventional physical room services to technically-assisted options. A major skill requirement that I have registered here is technical awareness that capacitates the adjustability of housekeepers in current systems (Lin, Fu, and Hsung, 2017).
Another valuable skill that I think is necessary is clear knowledge of employment laws and regulations. Awareness of the regional guidelines to work is elementary to avoid issues like unpaid overtime, work stresses, and impulsive circumstances affecting individual peace and poise (Jiang and Wen, 2020). Some managers did force the staff to do many tasks at once, even those I have not been appointed to under threats. Such offences can be tackled with insights into legal services and trials against coercive labour. I have also realised that the profession of housekeeping is 
often neglected despite its importance in the hospitality industry. Therefore, legal and regulatory knowledge is an asset that all housekeepers should possess (Harris and De Bruin, 2018). Additionally, I have realised the need for minuteness and detailing in this profession. This skill is very effective in avoiding gaps in cleanliness and room and office organising. I have noted Premier Inn leaders giving special preference to these skills currently
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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?


	The furniture pieces were dirty and untidy in the room allocated to the guest. The bed had a big stain leg.
	A long time has passed since the last booking of the room. Moreover, the room was not supervised by the previous manager on the concerned floor.  
	Giving other room to the guests and sending candy and champagne in the room  and apologising for that situation.
Checking every furniture item in the room and the total floor is the first action. I would also focus on especially focusing on beds, tables, closets, and sofas.
	Prior allocation of supervisory attendants and housekeeping staff will be the first task in the future (Kordsmeyer et al., 2020). It is essential to speculate every piece of furniture right before and after visits. 
	Communication efficiency is a mandatory element to develop supervisory and action team coordination (Kordsmeyer et al., 2020). I will have to work on allocations to appoint experienced personnel in the verification of furniture items. Independent assessment is fundamental here. 

	The air conditioner was dirty and the filter full of dust and not working in the room. The smoke detector was also dust and  out of batteries . The television was also dirty and dust and also did not have a remote in good running condition. Moreover, the heater got short-circuited in the first hour of the entry. 
	The infrastructure in the room was not checked since the room was being used as a storage space (McGill et al., 2018). However, even room attendants did not speculate on the room before lodging the guests in the suite. 
	Checking the electronics and organising features of the room are elementary (Weinstein and Lewis, 2020). I am going to focus on supervising the electric circuits of the rooms on the total floor eventually. 
	It is vital to ensure a separate unit for electrical appliances and circuit checks in the hotel itself. I will try to create a maintenance team for electrical work within the hotel. 
	The team has to work in synchronisation with other housekeeping teams for which clear and concise interactions are vital (Weinstein and Lewis, 2020). Moreover, these individuals need to be trained to work with technological alternatives to speed up services. 

	
The room service and housecleaning team have been reported for delays. Moreover, the personnels were not behaving properly with the guests. They did not tidy up the room within around 4 hours of the entry. 
	
The irresponsibility of the teams and lack of training are two critical causes of this behavioural issue (McGill et al., 2018). Moreover, these members belong to a third-party association that partnered with Premier Inn to ease the house cleaning standards and rushes. 
	
Showcausing the offenders is primary in this case considering the hotel image in mind (Magro et al., 2020). I am going to also redesign the allocations, verifying staff behaviours before the final allocation in floors. 
	
I will need to critically observe and examine the personalities and behaviours of every member of the team. Specific training on behavioural skills will be useful at present.
	
There is a need to educate team members on positive responses and criticisms (Magro et al., 2020). They have to learn patience and poise in a crisis which can help them control impulsive actions.

	The was not cleaned properly and the bedding was oily and stained. The sheets and covers had not been washed for a long time. Even the space under furniture were dusty and had a damp smell
	The lack of staff in the room cleaning and laundry section is a massive issue that has been unnoted. The internal housekeeping team has been way more indulgent in premium suites only. They did not focus on deep cleaning of other rooms.
	Team allocation in every department needs to be checked to avoid a lack of staffing in any section (McGill et al., 2018). I believe the laundry verification process needs experienced staff to critically examine every item after final washes.The staff need to be educated about ethics and roles in all rooms for cleaning.
	Departmental assessment is elementary to ensure the proper allocation of staff in every segment (Weinstein and Lewis, 2020). I will ensure that more experienced staff are kept in the internal audit groups. I will also develop teams to engage in training for better clearing and supervision.
	It is important to issue critical analysis of tasks and deliveries to prevent future complexities. I think effective team management can help to enhance senior and junior communication positively. 





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:

The process of training is elementary in the development of staff in the hospitality industry. There are always scopes to improve standards and mitigate the odds faced in the past, reflecting on alternative options for changes. Considering the current situation at Premier Inn, training and development are essential for the housekeeping staff. The following slides will therefore focus on the development of different skills and perspectives of the housekeeping team at the hotel. It will focus on the soft and hard skills simultaneously to ensure quality services are delivered keeping health and safety codes in mind alongside expected services from visitors. 
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	Training Notes:
 
Leadership and management are two core elements in the enhancement of housekeeping services. The managers have to learn to effectively guide teams in any situation to ensure the best quality of services assigned (Goffman, 2022). Therefore, the training is aimed to explore the leadership skills and managerial abilities of individuals. It is focused on motivation and positive persuasion of housekeepers to give their best efforts in cleaning and supervising every room. Coach leadership style is in focus to improve the interactions and coordination between leaders, managers, and the employees (Lee and Ding, 2020).  The contingency management style is focused to help the managers in understanding housekeepers and their problems (Lee and Ding, 2020). 
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	Training Notes:



The first aspect to consider in the training process of Premier's housekeepers is behavioural development. All housekeepers should have basic courtesies to attend to visitors and guests decently. They should be open to negative views from the guests in case of issues but should not counter impulsively (Goffman, 2022). This training process will focus on the development of skills like active listening and two-way communication. Patience and perseverance are necessary learnings to generate from the training sessions to ensure calm and poise in the approach and conduct. Moreover, housekeepers have to learn self-control for which reflective assessment of previous undertakings is necessary. 
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	Training Notes: Advanced learning on specialised cleaning processes is equally important in the training curriculum (Lee and Ding, 2020). Therefore, this session is focused on understanding the dirt types, tools to attain the best cleaning, and controls to avoid dirt emergence immediately in the rooms and suites. Advanced learning is necessary in pest control and supervision which can help the members to understand the causes behind pest and rodent entries (Moreira and Günther, 2019). The housekeepers and janitors would be trained on the major loopholes allowing entry of disease-carrying vectors in public spaces like kitchens, laundries, toilets, and dining areas. It will help them to issue preventive measures regularly.
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	Training Notes:
	Housekeeping inspection is a massive task that has to be undertaken in hotels regularly (Moreira and Günther, 2019). This supervision is the key to ensuring all members are doing their jobs appropriately, to appease visitors in the respective accommodations. Therefore, the training curriculum is focused on learning the basics and advances of room and floor inspection. Focus is laid on maintenance cleaning and controls to guide existing housekeepers on the best practices. The supervisors chosen from experienced staff groups would be trained here to appoint them to different sections of the cleaning services. Special focus will be laid on infrastructural supervision and furnishing (Moreira and Günther, 2019).
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	Training Notes:
Housekeeping and janitorial services also include the standards of safety as an important determinant of hygiene. It means that employees are constantly exposed to different chemicals, cleaning, and maintenance for electronics, furniture, and regular room items. A separate workplace for chemical-based cleaning is mandatory and the employees should learn to use preventive measures (Afaq and Gaur, 2021, November). Understanding the health risks from chemical hazards is vital here including burns, skin issues, infections, and even visceral problems due to prolonged exposures. Also, injury prevention is a massive task that the training session will focus on ensuring safe and systematic team functioning.
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	Training Notes:


	A huge role is played by the skills of conflict management and negotiations in housekeeping (Järvi, Almpanopoulou, and Ritala, 2018). Therefore, this session is based on enhancing the accommodating behaviours of housekeepers. Focus is laid on all members, from leaders to ground staff, to make them enabled in different perceptive and behavioural attributes. The primary concern is two-way communication which has not been efficient in the past. Moreover, negotiation skills like mutual understanding and coordination are to be enriched by the members by allocating group tasks for a week or two (Järvi, Almpanopoulou, and Ritala, 2018). The housekeepers also need to improve their multitasking abilities to accommodate flexibility. 
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	Training Notes:

Technological learning and smart work are necessary parts of the modern housekeeping function. The reason is that after the pandemic, visitors are often demanding mostly contactless services in rooms and public spaces (Pillai et al., 2021). Therefore, the training is based on the development of the technological abilities of housekeepers. The focus will be laid on basic electrical works and furnishing repairs to ensure regular maintenance in the rooms and suites. Additionally, the focus would exist on the development of skills to use technical alternatives to house cleaning and sanitisation in the rooms and public areas via drones and smart AI-based devices (Pillai et al., 2021). 
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	Training Notes: 
The safety of the people under the Covid-19 protocols and regulations is a mandatory undertaking in the present housekeeping functions of hotels (Afaq and Gaur, 2021, November). The session is based on the basic and advanced protocols for hotel cleaning and maintenance of floors and offices. The agents should also learn ways to attend to the guests in public and private areas safely, wearing masks, covers, and gloves when in service. Moreover, the housekeepers should be used to technical support and sanitisation at regular intervals of all floors and suites (Afaq and Gaur, 2021, November). It should include the technological features of drone-based sanitisation of corridors and rooms when guests are not inside. 





















	
	
[image: ]



	Training Notes: 
A comprehensive training guide is crucial in the process of housekeeping training. The conclusions driven from different sessions are addressed in the last session. Here, experts would assess the members based on the training practices and learning theoretically and practically (Goffman, 2022). Focus is laid on the guidelines for safety and hygiene which determine room and floor cleanliness. Even soft skills like leadership and communication, patience, and positive interactions are assessed based on case issues given to the members. It is generalised here that regular teaming and coordination have a valuable effect on the betterment of housekeepers and janitors, behaviourally and conduct-wise (Pillai et al., 2021).
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