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Housekeeping in the hospitality industry bears a significant responsibility in the hotel industry as it is the largest portion of hospitality and has a core role in ensuring that the guest has a clean, warm, aesthetic, and satisfactory environment during their stay at the hotel whilst also managing the resources (Fallon & Rutherford, 2010). Among the essential skills required in discharging duties is effective communication because of the responsibilities expected of housekeeping and their interaction with various staff members in ensuring the rooms are clean and the hotel environment is also clean. In my experience while doing my shift in housekeeping, I would communicate with the supervisors on the resources required, this would mean that I needed to be clear in my communication so that they do not miss requests for necessary supplies. I would also communicate with the front desk concerning the status of the rooms as to which are ready for occupancy and which ones are not, therefore, this demonstrates that effective communication in the sense that it is clear, adequate, and precise is an essential skill required while working in the housekeeping team. 
Additionally, teamwork and coordination with other members of the staff are vital skills expected of housekeeping (Fallon & Rutherford, 2010). The way that housekeeping communicates with other staff during their engagement in confirming the status of rooms, their communication with guests while they do their rounds, and engagement amongst other housekeeping team members as to the rooms that have been allocated to various staff for cleaning to ensure that none is left unattended to because it would inconvenience the guests. According to (Casado, 2012), in hotel management, the allocation of cleaning and maintenance responsibilities are crucial in the internal structure of hospitality, therefore, ensuring that there is coordination and teamwork are enhanced significantly contributes to how the responsibilities are maintained, and enhances the image of the hotel to the guest which positively impacts frequency of visits due to good reviews. 
Housekeeping is engaged in lobbies, hallways, locker rooms, cafeterias, and laundry rooms (Casado, 2012). These responsibilities require housekeeping to be keen on details and keep time while executing their duties because the schedules of check-in and check-out are dependent on the cleanliness of the rooms to accommodate incoming guests. Therefore, the housekeeping team ought to keenly clean the rooms and the hotel environment to prevent any mishaps of insufficient cleaning or some dirt left in the rooms that may annoy the incoming guests and make it difficult for them to comfortably enjoy their stay. According to (Jones, 2010), organizations in housekeeping enhance thoroughness in covering all the required rooms to be cleaned without missing them. The need for keenness in discharging this duty significantly impacts the thoroughness and as such it has been determined to be a vital skill among housekeepers. Coursework on housekeeping has informed significant components of skills including flexibility in terms of occasions where the hotel is short-staffed or some housekeeping members are sick and would require coverage by others stepping up to take on their responsibilities. 
According to (Casado, 2012), components of directing and coordination in housekeeping are essential in ensuring that the schedules are adjusted accordingly and that the staff are aware of their duties and in case of any changes, that the same would be communicated. When activities are linked and the staff are aware of how to adjust their schedules in the enhancement of the performance of their duties, it promotes better performance and the duties are catered to. I would apply this in my practice in housekeeping because it has been evidenced by Konstantinos (2019), in the study of housekeeping management in 5-star hotels that when there is clear communication regarding organization and adjustments in the course of their duties it allows for high performance of housekeeping as they can attend to the changes and safeguard the image of the hotels. 
The housekeeping department is essential in the hospitality industry as they do essential components which ensure the maintenance of the hotels and without them, it would be difficult to take in customers and present the brand of hotels as they are presented. According to (Konstantinos, 2019), housekeeping significantly impacts customer satisfaction and it often influences customer loyalty. Housekeeping also facilitates the compliance of hotels to health, safety, and environmental stipulations that is imperative to meet for the functionality of the hotels. Without meeting these standards, it is impossible for hotels to carry on with their activities. It is therefore imperative that the housekeeping team portrays the above skills to ensure that cleanliness is maintained and the guests are impressed which encourages more to come back. 
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – You have just been promoted to the 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?


	
Poor coordination in the housekeeping team.

	Explain to the guest that there was a misunderstanding with the last Hotel staff cleaning the room and the office staff that was relating to the current condition of the room. (Casado, 2012)
	I will express my regret to the guest and respond to the guest’s complaints. This is because as a team leader, it is appreciated that I take note of the guest’s complaints and address them as soon as possible.
	Training the hotel staff and ensuring that before a room is booked for the next guest, both the front office and the housekeeping staff are in proper communication about the status of the room and that the room is cleaned immediately after a guest checks out. (Casado, 2012)
	Intense training and communication skills: occasionally hold seminars on staff training and further develop their soft and hard skills for example customer service, communication skills and problem-solving skills and group work to avoid such problems in future and how to better handle such scenarios. (Casado, 2012)

	
Lack of keenness while cleaning the room.

	Lack of enough time between the time the last guest checked out and the current guest checked in thereby the cleaning staff did not have enough time to do a deep clean on the room before the arrival of the guests. (Denney G. Rutherford & Michael J. O'fallon, 2007) 

	Interrogate the issue further. I will take the guests to a secluded area such as my office or lounge area where I will be able to get precise information about where in the room that was not thoroughly cleaned and then I look into the issue.
	Developing standards of operating procedure whereby a room is not considered clean unless certain tasks have been done for example changing the bedding and making sure that the bed is well made for the next guest, making sure that the bathrooms and toilets are clean to ensure consistency. (Jones, 2010) 

	Frequently hold meetings with the hotel staff where each member will communicate the challenges that have encountered that week/day or month and how to best handle such scenarios. This can only be done if there is trust among the team members because they can voice out their concerns openly. (Raghubalan & Raghubalan, 2016)


	
Low standards of cleaning.

	Lack of proper training of the current staff. The hotel staff may not be informed of the standards of cleaning of the hotel which may have caused the misunderstanding. (Horner, 2013)
	Apologize to the guest and find a solution to the problem. Thereafter I would reallocate the room to the previous cleaning staff to thoroughly clean the room. I will then reallocate a different room to the guests and assure them that such a problem will not happen again.
	Rigorous staff training by holding seminars and workshops for the hotel staff to further develop their knowledge and skills in proper housekeeping, and teamwork and bringing them up to date with the current hotel standards and practices. (Denney G. Rutherford & Michael J. O'fallon, 2007)
	Implore cross-training and job rotation for most of the hotel staff. This is to ensure that all members are updated on the current hotel standards and practices and so that before members of the front office reserve a room for a guest, they are in a position to go and inspect whether the room is at par and vice versa for the cleaning staff whereby the cleaning staff can de-escalate a situation with proper communication skills. (Casado, 2012)
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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.

	Slide 1: Training Notes: Introduction Slide  

	· Housekeeping interacts with several departments across the hospitality industry and it is therefore vital to reinforce training to maintain standards within hospitality and enhance guest satisfaction during their stay in hotels. 
· Housekeeping is an essential component of hospitality regardless of the size and category of the establishment because housekeeping maintains the hospitality industry and facilitates compliance with rules and regulations required in establishing and operating hotels (Casado, 2012). 
· Among the major components of training include brand standards, cleaning procedures, room set-up, emphasis on thoroughness, health and safety procedures, and reporting and communication.


	Slide 2: Training Notes: Brand Standards 

	Cleanliness
· A high standard of cleanliness is non-negotiable because it presents the image of the hotel. Many guests are often concerned about the cleanliness of the hotels they decide to stay in because it affects the quality of their stay. 
· According to a study done to examine if customers would pay premiums to have special disinfected rooms, it was discovered that most of them would and it was attributed to the perceptions of cleanliness which they had to enhance their stays (Zemke, et al., 2015). 
· The study done by Zemke, et al. (2015) demonstrated that guests value cleanliness and it is imperative that housekeeping take note and ensure that cleanliness is done at the highest standards to present a brand for the hotels which would be attractive to guests.
Quality of Service 
· When the quality of service is provided to the guests in the way the rooms are maintained, ensuring that there are correct products placed in the rooms and that they are not empty and the guests can access and use them upon arrival demonstrates quality service directed towards enhancing their stay in the hotels. 
· According to (Singh & Nika, 2019) people formulate perceptions regarding quality based on different aspects of the hotel during their stay. These aspects include the environment, the interaction with staff, and the outcome of their stay.
Focus on Guests
· According to (Fallon & Rutherford, 2010), the focus on guests is key to maintaining the brand image of hotels. Brand standards are enhanced through the maintenance of quality and enhancement of cleanliness and creating an aesthetic environment for guests which would attract them and influence their loyalty.
· The learning outcome in this case is to demonstrate an understanding of the significance of brand standards and the role of housekeeping in creating a positive image through the aspects presented. An assessment would be done through a quiz that outlines how housekeeping would improve the presentation of the hotels to the guests. 


	Training Notes: Slide 3 Housekeeping Equipment and Supplies 

	· 
· Learning about the equipment and supplies that housekeeping use is imperative because it makes it efficient for them to determine which would be appropriate for different tasks required. 
· According to (Casado, 2012), equipment used by housekeepers include the cart which contains other tools such as vacuum, floor machine, among others that are used and the supplies required for cleaning such as detergents, disinfectants, and soap. 
· It is preferred to use neutral PH chemicals detergents, or vegetable oil-based detergents as they have pleasant smells and are attractive to guests. However, it is important to note that not all guests love scented rooms, therefore, it would be appropriate to consider neutral-smelling detergents. 
· Management of supplies in maintaining an inventory of the supplies and also ensuring safety use like ensuring that detergents are not left open and that they are kept out of reach of children.
· The housekeepers must learn how to organize and keep track of the supplies to notify of depletion and follow through deliveries of supplies.
· The learning outcome is to understand more about the equipment and supplies that housekeeping use is imperative because it makes it efficient for them to determine which would be appropriate for different tasks required. 
· Assessment will be done by having demonstrations by colleagues in using different cleaning equipment such as vacuum cleaners, squeegees, mops, dustpans, microfibre, lint remover, and abrasive.



	Training Notes: Slide 4: Cleaning Procedures

	
· Manual cleaning methods include dusting, sweeping, wet/ mopping, dry mopping, spot cleaning, and manual scrubbing and polishing.
· Electronic Cleaning methods: suction cleaning, dry cleaning, Spray buffing, and polishing.
· Cleaning is done in different regions of hospitality including, but not limited to guest rooms, common rooms, washrooms, laundry, and surface cleaning (Casado, 2012). 
· It is important for housekeeping to put up signs as they carry out cleaning in different regions to enhance safety in case of slippery floors. Floors need to be cleaned regularly. 
· While doing dry cleaning, the aspect of different linen and categorization of different materials to maintain the quality of materials (Jones, 2010).
· Sweeping removes dust from the floor. Dusting removes dust from the surfaces. Although dusting eliminates dust, there are aspects of dusting that may cause allergic reactions, which makes dump dusting a better option as it does not release a lot of dust into the atmosphere. 
· The learning outcomes of the training on cleaning procedure are aimed at understanding the steps included in the training, understanding the laundry process and categorization of items while doing laundry, and describing the processes involved in cleaning. Assessment will be done by demonstrating the use of cleaning methods in cleaning the rooms and evaluating if the housekeeping team puts up signage while cleaning and their keenness while cleaning.


	Training Notes: Slide 5: Health and Safety 

	
· The Health and Safety at Work Act of 1974 is the primary source of law regarding health and safety which stipulates that hoteliers ought to be keen on the substances used which would cause harm to others in the course of their duties. 
· All spaces must be left clean and in a sanitary condition. After mopping, housekeeping ought to ensure that they leave the floors dry to avoid accidents from occurring. The use of protective gear while discharging duties is highly encouraged to prevent contamination while cleaning or using harmful substances. Hazardous elements within the hospitality industry include slippery floors, electrical wires, and highly concentrated detergents. 
· It is imperative that housekeeping is keen while cleaning not to interfere with live wires and report any live wires to management to have them fixed. Cautious handling of sensitive detergents and disinfectants is required of housekeeping. 
· The learning outcomes include engaging housekeeping on some of the essential health and safety standards required. Assist housekeeping to have an understanding and knowledge of sensitive substances which they should be aware of while handling cleaning supplies.


	Training Notes: Slide 6: Reporting and Communication
	



	· The housekeeping team is expected to make a report of incidents that occurred at work. Such reporting enhances adjustments to be made in the case any staff is hurt in the course of duty, the team can coordinate and cover for such a member. 
· Reporting entails updates on the status of the rooms as well as the cleanliness of the same which impacts the availability of such rooms which is vital in the management of booking and admission within the hotels. 
· The housekeeping team is also required to communicate about the stayovers in the rooms, rooms that are out of order, rooms that have been reserved, and vacant rooms. Such communication is imperative and it is the responsibility of housekeeping to ensure that management is aware of such information because it is crucial.
· This is an essential part of training within housekeeping because significant aspects of operation within hospitality are dependent on the reporting and communication are done by the housekeeping team. It is, therefore, imperative that learn the urgency of communicating certain aspects and how to interact with different staff members in ensuring that the operations run seamlessly. 
· We would learn the importance of reporting, how to report information and practice ways of reporting in the course of duty. We will also refresh on the guidelines in advancing various aspects in the course of operation such as maintenance, availability of clean rooms, and request for supplies among others. 
· The learning outcomes of this component include improving communication skills in having the housekeeping team communicate, adequately, and concisely. At the end of the training, it would also be imperative for the staff to effectively report incidents appropriately and demonstrate effective communication among staff members. Assessment will be engaged through role-playing.


	Training Notes: Slide 7: Amenities and Arrangement of Rooms 

	
· This aspect entails the way that the rooms are organized and how the aesthetics attract guests in hospitality (Brotherton & Shaw, 1996). 
It is the responsibility of housekeeping to ensure that: 
· The image of the hotel is pleasing and the rooms and spaces are organized manner, collecting trash at a stipulated time, checking that lights are switched on and off at the times stipulated, and walking areas are swept and mopped and that decorative items are placed appropriately where they ought to be and that they are clean.
· The learning outcomes of this component are to ensure that the housekeeping team ensure that the hotel is presentable to guests and that there is order and organization within the establishment which is attractive. 
· Assessment will be done through practical scenarios where the housekeeping team would engage in arranging decorations in rooms and assessing the status of the rooms they have organized.


	Training Notes: Slide 8: Scheduling of Housekeeping Team  

	· The housekeeping team is responsible for availing staff to work in shifts in the enhancement of the operation of the hotel. 
· Technological advancements may be incorporated in training where an electronic mode of scheduling may be used that allows staff to view updates on their gadgets. This enhances the operations of the team. 
· According to (Jones, 2010), teamwork in the way that housekeeping arranges the staff schedules enhances performance through reward cooperation because they are aware of their schedules and this prevents miscommunication or mishaps in the discharge of duties.
· The learning outcome includes an understanding of the schedule plan and the importance of checking for updates to prevent mishaps or miscommunication. 
· Assessment may be done through engagement among staff in how they would re-schedule in the event a staff member calls in sick and a demonstration of how the incorporation of technology may enhance operations in such a scenario.



	Training Notes: Slide 9: Security Protocols in Housekeeping

	
· Staff are expected to respect the items of guests and not use or dispose of any of them without express permission to do so. 
· It is also imperative that employees are honest regarding any abnormalities that they observe while cleaning and report the same appropriately. 
· Professionalism is expected in the reporting and approach handled while ensuring the safety of the guests and the housekeeping team. 
· Housekeeping ought to have their identification tags at all material times while on duty to avoid issues of unauthorized access.
· The learning outcomes of this aspect include creating awareness of security concerns in the discharge of duties in the housekeeping team. The aspect of security will be assessed through scenario evaluation where the staff will be presented with a case of unauthorized access and asked to demonstrate how they would address the situation.


	Training Notes: Slide 10: Contemporary Issues in Housekeeping

	· Mental Health and Well-being: It is imperative that the housekeeping team recognize signs of stress and appropriately engage their supervisors to facilitate assistance. Mental health issues affect the productivity of the team, and it is, therefore significant that the issues are addressed appropriately.
· Cultural Diversity: The staff in housekeeping must be aware of cultural interaction and that there is accommodation for both staff and guests while discharging duties. This is important in the case of cultural practices regarding items that guests may have which are cultural and not known to housekeeping, they ought to respect boundaries and not interfere by throwing them away, because they could cause challenges in the image of the hotel.
· Health and Hygiene: With the emergence of the Covid-19 pandemic in 2019, changes were incorporated in the standards of health and safety, especially in the hospitality industry.
· Ways of disposal and cleaning were reinforced after the pandemic that brought awareness of the strictness of using personal equipment. 
· Technological Advancements: The use of technological platforms while taking inventory for supplies, and monitoring communication concerning check-in and check-out information for guests in connection with the front desk. The incorporation of technological tools enhances the operations of housekeeping.
· The learning outcome expected from contemporary issues in housekeeping is to bring awareness of the way the advancements and ongoing matters affect the hospitality industry and it is vital to keep the staff updated to cater to the needs of the guests. 
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