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What are the essential abilities needed to work on the housekeeping team? is the topic of this assignment. As with any job involved housekeeping requires hard and soft skills (Zippia, Inc., 2020). According to Coursera, we can determine hard skills are technical abilities that represent the specialised knowledge you offer to specific positions. Soft skills, on the other hand, are workplace skills that indicate how you approach your work (2023). As I conducted research on what skills are required when working in housekeeping teams one skill that is required according to Mathematic (Firm), production company is that you need to be polite and civility a soft skill (2023). A situation occurred when I was at a work placement at Breadsall Priory Marriott Hotel where the customer had asked for the room to be cleaned. Where there is a policy when requested it gets cleaned within 40 minutes but wasn’t. The customer complained and the employer reassured them this will be get done and apologised not raising her voice as high as the customer but with a low tone and reassurance way. 

In this situation, there would have been a lack of communication skills. Effective communication between staff members and guests has been shown to increase customer loyalty over the long term, and can effectively make or break a hotel. The only option is to create efficient communication strategies and put such tactics into practice throughout the entire firm. If you work as a hotel manager or staff member, you have a crucial part to play in making sure that important information gets to the correct individuals (shivam.arora@hotelogix.com, 2014). When the time customer requested the room to get cleaned, there should have been a follow-up after 30 minutes if the room had been sorted out. To my knowledge, there is a shortage of staff so the staff assigned could have been caught up in other duties, therefore the room didn’t get cleaned in time.

According to Agnihotri, multiskilling is a good skill to try and develop in being able to work in different departments of the hotel. Where a staff if multiskilled can wear two hats and be able to handle a situation or shortage of staff in a department and cover for other members of staff (2020). In the situation that had occurred in the housekeeping department when the clean-up didn’t happen in time, they could have got someone else from a different department to ensure the task was done on time. 

According to Tieperman and Alexrod, time management is a skill that is required in housekeeping. You can be required to clean a number of rooms and areas in a specific length of time, depending on your employment. A good housekeeper can maximise their shift by working as quickly as they can (2023). In my experience as I am going to Breadsall Priory Marriott in order to go in time being quite far 7 miles away. I need to get up and ready to leave to start at 9 pm. I ensure I wake up in time to enable me to start my shift on time. There I get to meet the staff whom I need to report to and get instructions on the job that is required of me.

The most important skill in housekeeping skill is physical flexibility and strength and I can also add changing bedding is also a skill. This I personally experienced at work experience. With changing bedsheets, and duvet covers we had to be precise about the size that fits the bed example double duvet, double bedsheet, etc. We put the wrong size of a bedsheet on, which we realised after we made the bed up. Then we had to redo the whole bed again. With the dirty laundry had to carry large bags up the stairs which needed a lot of strength and flexibility which took a toll on me at the end of the day.

I like to conclude that having housekeeping skills is not required beforehand but something that can be learned by getting trained to work in hospitality. But having hard skills and soft skills within you is a way to go forward in the job field and which also increases job opportunities also to get promoted to a higher position.
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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 room was not properly cleaned.

	The housekeeper in charge forgot the room.
	Quickly attend to the room and clean it immediately. Follow up with the customer if they are satisfied (Campbell, 2022). 
	Always check rooms before the housekeeper departs or signs out.
	Going around the team to ensure targets are being met.

	The hair found in the room


	Missed cleaning up in that area
	Offer the customer to clean up straight away (Elphick, 2022).
	Always follow up if the room has been cleaned effectively after every check-out.
	Train staff both for the continued professional development of current employees and for new hires.

	
Poor Linen, the bedsheet had a tear.

	When washed it could have been damaged or by previous use probably wasn’t checked if damaged.
	Immediately change the sheets.
	Tell them you'll be looking at it thoroughly and re-evaluating the entire cleaning process to figure out how to avoid this (GuestTouch, 2022).
	Train staff to thoroughly check the laundry if are reliable if not be rejected and ready to be thrown.

	Floor not cleaned


	Untrained staff
	Express your regret right away and offer to make things right. Offer to send a manager or cleaning crew to start cleaning right away 
	Assign less important responsibilities to new employees. Before giving them sole responsibility for guests, let them be guided by experienced individuals who can teach them the ropes (Thames, 2021).
	Having regular training sessions and reviewing performance will ensure staff are more efficient 

	
Room odours 

	Caused by cigarette smoke in a room
	Consider utilising an enzyme-based treatment to cover up the odour while tackling the issue's root cause and source.
	It is advised to spray a guest bedroom once cleaning is finished to get rid of odours and leave a fresh aroma for when guests arrive (Scotland, 2017).
	Ensuring keeping stock reviewed for cleaning products always being available.




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 Mohammed Khaled Ahmed and I am here to present a Staff Training program to improve and train staff in the housekeeping department.  This is due to having to improve our brand and the Trinity Hotel standards because of recent guest complaints. With the training of staff, we intend to achieve to keep high standards of customer service and ensure will ensure, Health and safety procedures are being met.
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	Training Notes: 
Housekeeping means keeping the facility to a high standard of cleanliness. This is done through daily, weekly, and monthly duties of all rooms and objects and the amenities in the hotel.

Trinity Hotel’s main commitment is to treat everyone with respect and make them feel at home. This involves giving excellent customer service and experiences, respecting co-workers, maintaining the environment, and contributing to the community.
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	Training Notes:
The main responsibilities for Housekeeping will be daily duty cleaning, weekly duty cleaning, monthly duty cleaning, and management of supplies tools, and equipment. Hotel inspection, management reporting, laundry management training, yearly floor care, and supervisor reporting duty.
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	Training Notes:
Most clients stay for 2-3 nights so five daily activities should be met so every time they enter the room, they should feel comfortable and have a refreshed feeling coming back to their room. 
1) Remove trash    2) Restock towels   3) Make the bed if needed change bedding if necessary   
4) replenish amenities 5) spray refresher for any bad smell to go.
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	Training Notes:
When attending guests always greet with a smile. When answering guest questions, first listen to guest queries, note them down, and ask appropriate questions about the requirements. Confirm back with them to ensure written the information is correct. Give a specific time when you will get back to him. All queries need to be dealt with immediately with a smile and courteous manner. Staff need to take personal responsibility for the guest queries and get back to a in specific time.
The Staff needs to present themselves in a neat and tidy manner. This is established by being clean daily showering, brushing teeth regularly, keep hair clean. Employees wearing company uniforms, which make you look identifiable to guests, may protect you from chemicals. This will also make you look professional improving the image of the house keeping department. Wash hands regularly, gargle after smoking, and have a breath freshener, having shoes cleaned overall the appearance should look well.	
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	Training Notes: The trolley has a mop, a vacuum, a brush, a broom and industrial cleaning supplies. All of these things must be used correctly, according to the manufacturer's recommendations. If this is not done, the work that is being done may suffer. Furthermore, this reduces the product's lifespan and raises the hotel's replacement costs.

The correct cleaning products should be applied being vary of health and safety for both staff and guests. Staff should be trained and have knowledge so they use the correct amount to ensure products are effective. With the usage of the correct amount of cleaning products, it should not damage the surfaces as when they are getting cleaned. These are some products that will be in use in the housekeeping department. Washing-up liquids • Drain-cleaning products • Disinfectants • Toilet cleaners • Bleach • Sanitisers • Descalers.
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	Training Notes: 
According to Drew, it's important to define employee involvement because doing so helps to uphold and maintain standards, which ultimately results in higher salaries. 
There are three levels of engagement, with satisfied employees actively participating in the organisation and feeling good about their jobs. Employees who are impartial towards the organisation and who are involved but who still require motivation to be more engaged. And disengaged people who harbour animosity towards the business and are looking for alternative work. This will harm the company's performance, client satisfaction, customer retention, and productivity.
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	Training Notes: Kahn identified meaningfulness, safety, and availability as the three criteria of engagement, and these are the three elements that Trinity Hotel needs to incorporate into its programme. Meaningfulness is defined as a positive attitude towards work that benefits the organisation. Safety defines employees’ need to feel safe, be their true selves at work to be engaged, and they need to trust the environment. The last factor is availability, which refers to the mental, emotional, and physical resources needed to perform one's job. This will create possibilities for learning and skill development through the utilisation of resources.
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	Training Notes:
In order to adopt Penna's concept of employee engagement, Trinity Hotel will first provide good salary, thoughtful working conditions, and respectful working hours. 
implementing a training and development program to hone or improve the abilities needed for the position. There are training courses available, and there are prospects for promotion within the organisation. Engage with employees in situations where the company is more open about the hotel, demonstrating your confidence in the staff’s ability to carry out their stated mission and vision. Our company's objective is to "deliver exceptional experiences, to every guest, every time" at Trinity Hotel. Our mission is to "provide guests with the space they need and a sense of comfort."
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	Training Notes:
Health and safety procedures must be followed in the hotel; doing so will help to prevent accidents and health issues. Consequently, the workforce won't take time off, and the business will experience more productivity. Engaging the workforce in developing safe work practises, according to Shane, is one proactive strategy to guarantee a secure workplace. This makes the employees more engaged and productive as well. a significant victory for the company.
1) A survey about health and safety is effective, as is a poll that asks questions like "Have you reported a hazard or incident in the last six months?" and "Do you think proper safety measures are in place are working?"
2) Conducting an incident reporting workshop.
3) The following will be promoted by leadership: 
• Communication, where employees can participate and report accidents.
• Conduct audits; employees will participate in the discussion.
• There is an efficient reporting mechanism.
• Training, including showing employees how to operate certain equipment properly and encouraging them to practice using it until they feel comfortable doing so.
• Create KPIs that show how individual staff members' activities affect the overall safety environment and how they collectively contribute to the organisation's performance.
• Encourage good behaviour by rewarding staff members who follow health and safety regulations. This is more likely to foster a work atmosphere where these behaviours become ingrained practices over time.
As your team continues to develop, constantly examine safety protocols and determine whether they need to be revised in order to keep up with the times

This is the end of the presentation if anyone would like to add anything to the staff training program very much welcome and any questions please don’t hesitate to ask. Thank you!
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