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A housekeeper is a person employed to clean and maintain a home or company, such as a hotel. Housekeepers are essential to the upkeep of both public and private buildings. Learn more about the hard and soft skills that make a housekeeper effective and successful, and improve your chances of landing a job in this field. A housekeeper’s or a maid’s housekeeping skills are the set of abilities that allow them to accomplish their work effectively (Chiang and Liu, 2017). A housekeeper's transferrable skills might range from customer service to communication, depending on the nature of their work and the company's values. Housekeepers are responsible for maintaining a clean and sanitary working environment on a regular basis. Housekeepers can work in a variety of settings, including private homes, public housing facilities, and hotels. Employers may refer to these workers by a variety of names, including but not limited to: room cleaners, maids, house cleaners, room attendants, and housekeeping helpers (Ambardar and Raheja, 2017). Common responsibilities of a housekeeper include:

Changing sheets and making beds
Getting rid of trash and recycling
Cleaning the light fixtures, ceiling fans, baseboards, and carpets in the bedrooms, living rooms, and other rooms of the house or institution.
Towels, washcloths, and bath mats are folded and placed so that they are neat and presentable.
Cleaning dishes, cutlery and other equipment
Replacing consumables like soap, lotion, shampoo, paper towels, and facial tissue 

Housekeepers often work on their own or in small teams to get through their daily checklist of responsibilities. A housekeeper’s ability to efficiently organise their workday is crucial to their ability to meet deadlines. Time management skills will help them keep on schedule for cleaning appointments and do their work in the specified period of time (Chiang and Liu, 2017).

Being very attentive to detail is useful for a housekeeper since it helps them do their job well. Specialists in this field devote close attention to what may seem like inconsequential aspects in order to accomplish their jobs well, such as the organisation of various household belongings and the washing of floors and windows. A professional housekeeper may be more thorough with their work if they have a high level of expertise in the field (Kandampully and Suhartanto, 2000).

Housekeepers at hotels often interact with a diverse array of visitors, therefore it's crucial that they do so in a professional and kind manner. Communicating effectively with the rest of the cleaning staff is essential so that everyone knows when someone is done with their task or when help is needed. Requests for amenities like paper towels, soap, and toilet paper may be fulfilled by these experts. When customers’ experiences with the hotel’s facilities or services fall short of their expectations, housekeepers may be asked to help them resolve the issue (Rosemberg and Li, 2018).

Housekeepers need to be personable and able to cooperate well with others in the service business. Housekeepers may be required to exhibit soft skills like confidence, partnership, and responsibility. A housekeeper might ask questions to make sure they grasp the instructions. They also decide when additional questions need to be asked in the event of discrepancies, irregularities, or ambiguities (Yilmaz, 2017).


Depending on their clients’ needs, housekeepers may have varying daily schedules. Housekeepers in an office block, for instance, might wait for everyone to clock out before getting to work. Housekeepers often put in long hours, often beginning their shifts at midnight or dawn. A housekeeper’s ability to adjust to new situations could help her earn more money and more tips.

To advance in the field of housekeeping, one must be adept at interacting with the public. This is because their success depends on the satisfaction of their customers. Their prosperity depends on the satisfaction of their customers with their services (Chiang and Liu, 2017).

Housekeepers are human, and they are subject to error and harm on the job. When doing the dishes, they run the risk of breaking a glass, cracking a plate, or ruining a guest’s clothing. They need to own up to their errors, provide details about what went wrong, and take measures to prevent a recurrence. In order to be effective in their employment, housekeepers need to maintain consistency and pay attention to detail. If you dusted the window sills the last time you cleaned a house, you should make it a habit to dust them every time you work in the location. This ensures that a client is informed of what to expect and that they can count on you to achieve consistent house cleaning objectives each time you arrive (Hsu et al., 2011).
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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?


	
Hair in bath or on the floor
	Some workers may eventually stop hovering or cleaning up after themselves.
	I'll give my employees plenty of time to clean each space.
	Every week, I will do inspections at random to make sure my employees are consistently producing quality work. 
	I will provide enough time to team members to work proper.

	Rubbish under the bed


	Staff make minimum effort to clean under bed.
	Any remaining trash indicates that the employees made just a cursory attempt to clean up the area (Chiang and Liu, 2017). I will strictly check under the bed.
	I can guarantee that all employees will clean up the whole room if I randomly inspect it.
	I will communicate and check the effort to tidy the room.

	

Broken lights
	Purchasing light bulbs and other electrical equipment of poor quality and performance will save money in the short term, but in the long run it will lead to additional financial challenges.
	I am required to make checks once a week to ensure that all of the electrical components are in good operating order.
	By doing regular inspections, I can lessen the likelihood that my visitors will have any kind of hassle. 
	I will provide enough training and budget to team members to work proper.




Component Three:
Contribution to Overall Module Assessment: 50%
Your mission is to make a presentation in accordance with the scenario described below.

In light of the recent guest complaints, your role as floor housekeeping manager requires you to create a basic training presentation for your housekeeping team members in order to get the most out of them, maintain brand standards, and follow with all Health and Safety regulations.
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	Training Notes: The hotel’s housekeeping staff is responsible for maintaining the guest rooms, common areas, kitchen, and exterior areas clean and in pristine condition.
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	Training Notes: No matter the circumstances, our hotel staff should always greet guests with a smile and a good attitude. The greeting should be maintained regardless of whether the passenger is impolite, the lobby is busy, or the staff member is stressed. 
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	Training Notes:  During training, we are able to instruct our employees on how to comprehend cultural differences, how to create a favourable first impression, and how to address matters of etiquette and body language.  These very minor and understated adjustments will have a significant impact on the confidence level of the cleaning staff, as well as how they behave towards and communicate with the other guests in the area (Chiang and Liu, 2017).

	
[image: ]



	Training Notes: All quest queries have to be listened to attentively and dealt immediately in a smiling courteous manner. Stats have to take personal responsibility for the quest queries and get back to the guest within the specified time.
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	Training Notes: Also, in order to present a more authoritative and 'consistent' image with my team.
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	Training Notes: Additionally, this will decrease the product’s lifespan, which will result in increased expenses for the hotel as a result of the need for replacements.
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	Training Notes: Because of this awareness, any necessary repairs will be completed more quickly. And cut down on the number of complaints received from guests!
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	Training Notes: It is essential for the housekeeping personnel to have a solid understanding of how to perform a wide variety of in-room services to a high standard, including but not limited to, folding clothing, making the bed, hanging towels, and more.
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	Training Notes: It is imperative that every member of my team is updated on all of the most recent health and safety protocols.
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	Training Notes: My housekeeping team will become more effective at their work and more efficient in getting their chores done if they work on building and working through staff communication.  The happiness of the workers will also increase, which will, in turn, result in a lower turnover rate.
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	Training Notes: Because this training can very literally save lives, it is both wise and extremely vital to update and refresh it on a regular basis.
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Guest etiquette and interaction

= The members of our housekeeping team wil
most likely pass guests or engage with them on
areguiar basts.

“The manner In which fhey respond fo and
Inferact with visitors is erifical fo ensuring client
saffstaction and their confinued pafronage of
my business.

© Alack of politeness or effective communication
wil have a significant impact on fhis.
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Answering Guest Queries

+ Find out the exact detalis required, by listening carefully and nofing it down
+ Ask appropriate quesfions about requirements.

= Confim all the detalls back fo the quest at the fime of enquiy fo ensure corect
information

* Give the required information if it is @ matter which wil take fime, fel the guest-
specified fime In which you are able fo get back fo him
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Uniform

* The use of uniforms serves fwo
purposes. In order fo shield your
employees from fhe stains and
toxins that can be caused by
the reguiar use of cleaning
products,
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Cleaning equipment

« The frolley, mops, hoover, brushes and
broom, dlong with ofher pleces of
Industial cleaning equipment. Al of these.
‘goods must be used with the appropriate.
caufion and In accordance with the.
directions provided by the manufacturer.
The work that Is being done might sufer it
this step s missed.
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Maintenance

© Even fhough the housekeeping staff may not be the ones actually performing
the maintenance tasks, it is til their responsibiy fo nofify any problems fo the
mainfenance staff. And fo keep an eye on fhermainfenance.

= Everything from a maifunctioning fight fiture fo @ damaged TV remote control.
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Laundry

= It may or may not be necessary for the
housekeeping staff fo directly oversee
the hotels laundry, depending on the.
size of the property. On fhe ofher hand.
supposing that they do, it Is prudent for
them fo be familar with the essential
components of fhe proper processes for
doing laundry (Solfani and Wikinson,
2010].
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Health and Safety

= In this day and age, when there s laws In place fo safeguard the workers, the
guests, and those entering fhe premise, maintaining @ high standard of heaith
and safety s essential fo the confinued success of an establshment.

<t s not something fhat should be overlooked, as bofh significant fines and
consequences could arise if i i not faken seriously, and this is something that
could happen i It s not handled serlously.
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Communication

+ Communication skils may be improved across the board, regardiess of
the size of the team.

= It's possible that they come from different cultural backgrounds, but if's
also possible fhat the way fhey communicate Is just fundamentally
different from the way the other person or members of the feam do i
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Health safety and Fire protocol

« The sublect matfer can be boring, but It is
very important; therefore, it is essential that
you keep your housekeeping staff engaged
throughout fhe fraining parts of this fopic so
that they can remember fhe material.

* In order for them o leam the material and
not nod off during the fraining, It might be.
deivered in a style fnat is entertaining and
engaging (Yimaz, 2017).
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What is housekeeping?

=Good Housekeeping means
having no unnecessary items
about and  keeping all
necessary items in their proper
place.

A place for everything and
everything in its place.
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Welcome to guests

© On seeing a guest, the staffs are greeting the
quest depending on the fime of fhe day along
with a smile

© Use the guest name when known
= According fo the fiming

= “Good moming"

« "Good affemoon

= “Good evening"





