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Component One:
What are the key skills required when working in the housekeeping team?
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The group of staff members in charge of cleaning duties is known as hotel housekeeping. The housekeeping team makes sure that every employee has clean clothes and workspaces (Tiwari and Trivedi, 2020). The house keeping team may be considered as a hotel establishment's backbone (Shahane and Fernandez, 2021). Although the front desk staff serves as the hotel's public face, the housekeeping staff makes sure that visitors want to come back since everyone values tidy spaces (Tiwari and Trivedi, 2020).
Since the importance of the house keeping team has been emphasized and it is clear that no hotel can function without a proper housekeeping team. There are certain skill sets housekeepers must possess. A housekeeper must possess great organization skills (Olimovich et al., 2020). This is because there is need to keep track of a lot of different chores and projects, as well as manage tools and materials. Overall, being well-organized will aid housekeepers in the performance of their duties (Bardi, 2021). 
Another highly important skill is time management. For instance a housekeeper may be required to clean a number of rooms and areas in a specific length of time, depending on the terms of employment. A skilled housekeeper may maximize their shift by working as quickly as they can (Hsieh et al., 2020). A habit can be made to prepare for each workday in advance. Large hotels like Hilton cannot afford to employ a sluggish housekeeper (Bardi, 2021). 
A housekeeper needs to be disciplined (Olimovich et al., 2020). There might be a lot of unpleasant, monotonous duties involved with housekeeping. This entails doing the best even when no one is supervising or monitoring. Keep all electronics especially cell phones hidden to minimize distractions. However cell phones might not be the only distractions, most hotels like the Brittania international hotel have televisions and other forms of entertainment. A housekeeper shouldn’t be seen relaxing or watching Netflix when they are scheduled to clean up a room. Self discipline here also entails the ability to listen and take instructions from supervisors or consumers without grumbling or complaining (Bardi, 2021). With discipline comes trust worthiness and Morality (Jaykumer, 2018).  Working in the hospitality industry requires a certain level of reliability as there would be access to sensitive information and valuables of consumer while cleaning up a hotel room. Sheraton was listed as some of the hotels with the most trustworthy housekeepers that even return lost wristwatches when found (Liu, 2020). 
Above all a house keeper should have good listening skills (Bardi, 2021). A housekeeper should be able to listen to customer’s need and try to satisfy them. International brands like Mariott with people of different nationality visiting them would have housekeepers trained to listen and offer solution (Bardi, 2021). Some people have detergent allergies and might ask that a particular brand not be used in their laundry. 

Why are the key skills of the housekeeping team so necessary?
The key selling point of a hotel is its guestroom, which accounts for more than half of all sales and generates a very high profit margin (Yilmaz, 2017). In addition to generating income, bedrooms contribute to the development of the hotel's brand. Hotel stays might be for leisure, comfort, or even need (Bardi 2021). No matter why they are visiting, customers will always want a certain level of comfort and service. Primarily, a clean room is the very least that any guest should expect, and the staff should make sure that this is the case by setting out new bedding and presenting a tidy room every day (Bardi 2021). The space should be not only visually appealing but also useful and pleasant. Hotel visitors want a high standard of cleanliness, which creates a sanitary atmosphere (Park et al., 2019).  The knowledge and acquisition of the necessary skills is equivalent to customer’s satisfaction.



PERSONAL REFLECTION
In the course of learning I have come to the realization that no matter how great a hospitality sector is, using hotels as my point of reference, without a great housekeeping team the hotel will be quick to fall into decline. This is because the satisfaction of guests depends majorly on the house keeping team. It is an undisputed fact that satisfaction of customers is the main goal of any business venture and an unsatisfied customer is dangerous for the reputation of businesses. Imagine coming from a long journey only to be awoken at night by itchy bed linen or a foul smell. Everybody wants the home away from home feel. Some even believe hotels should provide more comfort that they would ordinarily get at home. This topic has given me enough insight into the mechanism of a house keeping team and I have come to accept that for the hospitality industry to work efficiently, several sectors have to come together to work as  well oiled machinery.
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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?


	

Dirty Room
	Lack of thoroughness on the part of the house keeping team
	Sincere  apologies would be made to the customers and an apology basket  would  be given to the customer. 
	A meeting with the house keeping team to address this issue.
	Cleaning workshop

	
Laziness of house keeping team

	Lack of constant supervision
	Ensure the executive housekeeper goes in to check the rooms after cleaning.
	Letting housekeepers get a warning on the first day.
	Implementation of a reward strategy.

	

Lackadaisical attitude to work
	Not enough motivation or incentive for workers
	Introduction of an incentive package for encouragement
	Constant team motivation and encouragement
	Workers retreat where a bond is built between employee and workers. Implementation of the human relations strategy.

	Distraction at work


	Lack of self discipline
	Organize a symposium on the need for discipline, create legislations/ code of conduct and heighten effective supervision
	Ensure all phones and any other form of distraction are avoided during working hours
	Implementation of a feedback Policy from customers.

	


	
	
	
	


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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	· Training Notes: BEYOND MERELY SETTING UP BILDINGS AND DÉCOR, OVER TIME, AND MOST IMPORTANTLY DURING HIS POSTING PERIOD, I HAVE COME TO UNDERSTAND THAT HOUEKEEPING IS AN INEGRAL PART OF THE HOTEL INDUSTRY. IN THE INDUSTRY, ONE OF THE PRIMARY DETERMINANT OF SERVICE QUALITY IS HOW HOMELY THE ATMOSPHERE IS. TO ENSURE THIS, THERE ARE PRIMARY FACTORS WHICH EVERY HOTEL ORGANISATION MUST CONSIDER AND DULY PUT IN PLACE, ALL THESE ARE FURTHER EXPATIATED ON IN THE NEXT SLIDES
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	· Training Notes: GIVING EMPLOYEES A PURPOSE AS TO THE TRAINING WILL SHOW AN IMPORTANT AND THE NEED FOR TRAINING. BY OUTLINING THE PURPOSE, THE NECESSITY OF THE TRAINING IS FURTHER ESTABLISHED AND THIS MAKES IT IMPLEMENTATION EASIER. WHEN ALL EMPLOYEES ARE INFORMED OF THE ESSENCE, THEY REALISE THE NEED FOR THEM TO FOLLOW AND IMPLEMENT THE PRACTICES 
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	Training Notes: EMPLOYMENT OF THIS MODEL ENSURES THAT EMPLOYEES UNDERSTAND THE NEED FOR UNIFROMITY AND A UNITED FRONT AND APPROACH TO IMPLEMENTATION
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	· Training Notes: WHEN STAFF ARE POLITE AND BUILD A BOND WITH GUESTS, IT HELPS TO BUILD RAPPORT, ENSURE CUSTOMER LOYALTY AND LOCKS DOWN RETURNING GUESTS. THIS ALSO MAKES IS EASIER FOR GUESTS TO EASILY LODGE THEIR COMPLAINTS AND FOR THE ORGANISATION TO HEIGHTEN SERVICE QUALITY. 
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	· Training Notes : THIS IS A NECESSARY SKILL TO HONE TO REDUCE THE RISK OF FIRE AND HEALTH HAZARDS AND FURTHER GUARANTEE THE SAFETY OF BOTH CUSTOMERS AND STAFF, AND ALSO TO PREVENT DAMAGE AND LOSS OF ORGANISATIONAL PROPERTY. 
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	· Training Notes: Religiously harnessing these tips will help lessen the risks house keepers are exposed to and mitigate the occurrence of fire incidents. 
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	· Training Notes: THERE IS A HEALTH STANDARD THAT HOTELS MUST MEET UP WITH, WHICH IS SET BY OCCUPATIONAL SAFETY AND HEALTH ADMINISTRATION. APART FROM THE FACT THAT EXCELENT CLEANING AND SANITATION IS NECESSARY TO ENHANCE CLIENT SATISFACTION AND OPTIMISE SRVICE QUALITY, IT IS ALSO EXPEDIENT FOR REDUCING WORKPLACE ACCIDENTS AND HAZARDS. CLEANING AND SANITATION IS A NECESSARY PREREQUISITE WHICH ALL ORGANISATIONS IN THE INDUSTRY MUST ALWAYS PAY ATTENTION TO. THE NEED FOR THIS HS EVEN HEIGHTENED OVERTIME, FOLLOWING THE COVID-19 PANDEMIC 
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	· Training Notes: THE OUTCOME OF THIS IS TO REDUCE THE POSSIBILITY OF RAT INFESTATIONS OR BED BIG INFESTATIONS. KEEPING INFESTATION TO AN ALMOST IMPOSSIBLE LEVEL AND MAINTAINING EXCELLENT SERVICES AND TOPNOTCH HOTEL STANDARD WHICH WOULD HELP INCREASE SERVICE QUALITY AND FURTHER ENHANCE CUSTOMER LOYALTY. IT ALSO HELPS TO KEEP THE ROOM COMFORTABLE AND AESTHETICALLY PLEASING FOR CLIENTS 


	


[image: ]




	· Training Notes: THE OUTCOME OF THIS TRAINING SEGMENT IS TO ENSURE HOUSEKEEPERS MAXIMIZE THE USE OF EQUIPMENTS AND ENABLE THEM REACH FULL POTENTIAL. 
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	Training Notes: For every professional and employee, continuous training and never ending development is a necessity, hence, it is vital that training sessions be constant and that each employee commit to improving better by the day and acquiring more skillsets. As the industry evolves, professionals must constantly update their knowledge. These papers that have been relied on and referenced for this work can be further studied and read. Personally, I intend to commit to a never ending journey of learning and development, as I aim at reaching the peak of this career
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Housekeeping is a hotel's operating division that looks after the upkeep
ofthe hotel's rooms, common spaces, rear areas, and surrounds in terms
of cleanliness, maintenance, and aesthetics (Battan et al., 2023).

By giving hotel staff housekeeping training, it can be guaranteed that
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Employee Engagement method employed.

The most suitable engagement model is Engagement
model by Zinger. This paradigm, developed by
psychologist and educator David Zinger, focuses on
using relationships between individuals to get better
outcomes (Samantaray et al., 2018). It emphasizes
structure and strategy and acknowledges that
employees' limited resources have a significant role
in whether they are able to achieve the objective of
true pleasure. It also values professional growth on
par with providing client service (Dhaka, 2021).
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« Housekeeping staff members will probably pass guests
often or engage in conversation with them (Battan et al.,
2023). The way they respond to and engage with visitors
can greatly influence their pleasure and likelihood to
return to the hotel. This will be significantly impacted by
poor interactions or a lack of manners. Staff members
should learn how to read body language and etiquette
during training, as well as how to comprehend cultural
differences and make a good first impression (Olimovich
etal.,, 2020). These minor adjustments will have a
significant impact on the cleaning team's confidence as
well as how they treat and engage with the guests nearby.
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= Safe housekeeping practices can reduce the risk of
accidentslike trips and falls by keeping the hotel and
guests healthy and safe (A.M, 2021).
Housekeepers and janitors are the target audience for
Housekeeping Safety. This training seeks to provide a

safer workplace for maintenance employees since they
may be exposed to risks from cleaning agents. In-depth
instructions on handling sanitation in a polluted work
environment and equipment are provided in its courses,
which also delve into the potential health concerns from
dangerous cleaning chemicals and how to prevent them
(Bitzas et al., 2022).
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FIRE SAFETY IN HOTELS

FIRE AND SAFETY TIPS
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« Cleanup spills right away:Spills may be quite
hazardous.

 Keep stairwells and walkways uncluttered.

» Lookfor any fire threats.

« Utilize PPE, or personal protective equipment.
» Keep the lighting fixtures tidy.

» Replace any broken cleaning equipment.

« Create sanitization protocols.

* Create fire alarms and exit channelsin case a fire
incident occurs
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» To succeed in their occupations, housekeepers need
to mastera number of hard skills. Hard talents are
specialized abilities needed to do a certain activity. A
house keeper must be able to endure during the
cleaning training, a shared understanding for the
housekeeping crew on everything from the actual
practices to the expected results may be created
(Dutta et al., 2021). This does not imply that all
housekeepers must use the same procedure, but
rather that if one procedure completes a task more
quickly than another, we will endeavor to employ
that method whenever possible.
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+ Removing carpet

* Sweeping

» complete cleaning

» sweeping Cleaning of window treatments
* Vacuuming

* Dusting

« Cleaning of the restroom and bedroom

« Controlling infections microorganisms and infection,
contaminant control, and personal safety.

« Polishing
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Use of Products and Equipment

= The cleaning personnel could not be familiar with the
real tools and materials being utilized, similar to how
they may not be with the actual abilities and practices
(Sharma et al., 2021). Even if they are familiar with the
items and equipment, there is always room for
improvement in how they are utilized to guarantee that
they are properly maintained and have the greatest
lifespan feasible (Ambarda and Raheja, 2017).

» Organisations must continuously organise training
sessions for staff. New staff must be properly onboarded
and be properly groomed.
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