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	Introduction
Housekeepers are considered an essential part of the maintenance and cleanliness of the facilities within the hospitality sector. Hamid et al. (2020) provided that a successful and effective housekeeper comprises several important skills that need to be taken into account when working within a team of housekeeping. I believe that by fostering these core skills, working in the hospitality industry becomes convenient and easy. 
Key skills required when working in a housekeeping team
In the view of Ali and Jaswal (2022), a good housekeeper needs to be diverse and well-equipped with a relevant set of skills and knowledge to be able to serve the customers better. Based on my existing knowledge, I believe that a housekeeper needs to have a strong eye on details. This is because they are liable to follow the cleaning and safety procedures. Moreover, the brand standards are also reflected by the cleaning practices adopted by an organisation. Ateşoğlu and Erkal (2020) provided that a housekeeper needs to be friendly and customer-oriented. They should also be able to work quickly without compromising on quality standards. This is visible with the example of Ritz Carlton housekeeping standards maintained for the effectiveness of the team. The company ensures that the housekeeping team is well aware of the safety and security standards and policies, protects company assets, welcomes guests, adheres to quality expectations, speaks in professional language and responds politely (Marriott, 2023). I learned from this example that a competent and skilled worker is required within the housekeeping team as without the key skills and knowledge, it is merely impossible to survive in the customer-oriented working environment. 
Furthermore, considering other relevant skills, I examined that a housekeeping staff also needs to multitask. I observed this when I visited a hotel in Wales, where I saw that the housekeeping staff was highly organised and were able to multitask as cleaning rooms, changing bed lines and ensuring that the messy rooms left by the customers were all prepared well for the new arrivals. Bhatnagar and Dheeraj (2019) provided that the housekeeping staff also needs to have adequate time-management skills as they need to quickly juggle between tasks to ensure that the room is cleaned within a set period of time. To achieve this, the housekeeping team divides the task and possess adequate planning skills to jot down the important day-to-day tasks (Kumar 2022). This helps them be more efficient and productive and yield well-organised outcomes. Furthermore, housekeepers are also liable to meet the guests frequently, and therefore to ensure their satisfaction, a strong command over communication skills is a key requirement for the team. Verma and Singh (2021) provided that the housekeeping team are also asked by the guests regarding the relevant services and other assistance and, therefore, interactive and collaborative skills are a must-have for them to serve the customers well. 
Besides the adaptation to the soft skills, I also researched the hard skills required for the housekeeping team. Hard skills are an essential requirement to serve well in the hospitality industry. This is because the knowledge helps the team to execute the day-to-day tasks effectively. The knowledge also allows them to be aware of cleaning and hygiene practices. Especially after the pandemic, a well-equipped housekeeping team possessing both soft and hard skills has become a key business priority. 
Importance of the topic in the hospitality industry
Based on the knowledge gained regarding the housekeeping team’s key skills, I believe that nothing can repel the guests against a hotel brand instead than a poor housekeeping staff. This is because the focus and urge towards cleanliness sets a first impression of quality on the guest. Ramu (2021) provided that it also helps develop a provision of comfortable, safe and clean environment. It can be marked as a top concern for the success of the hospitality industry. However, while working in the hospitality industry, I believe that I need to take into account the key considerations and skills requirements to ensure that I will be able to serve better in the hospitality industry in the future. 
Conclusion
From the overall discussion of the key skills, I concluded that survival in the hospitality industry as part of the housekeeping team is challenging without the adaptation to key skills and knowledge. In addition, the housekeeping staff also plays a crucial role in boosting brand reputation and remaining appealing to the customers to survive in the competitive environment.
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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 complained 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?


	Lack of cleanliness standards maintained 


	The cleaning staff failed to meet the standards set for the cleaning protocols. If they had worked as per the set requirements, such an incident would not have occurred.
	I will maintain a regular check-and-balance to ensure that failure in cleaning the room before the arrival of the new guest is prevented. Moreover, I will also ensure that immediate housekeeping staff is sent to the room after one guest check-outs. 
	To ensure that such practices are prevented in future, I will assign tasks accordingly to maintain strong quality standards and prevent any disregard.
	Team building activities are an effective way to boost team morale and team effectiveness. 

	The guest complained of a smelly room.


	The refill used in the diffuser has ended, and the housekeeping staff failed to check this, leading to a smelly room. 
	I will train the workers in the fundamentals of guest services, which will also make them aware of the importance of a fragrant room that adds to a mesmerising experience for the guest.
	Each room will be added with odour control that will help in improving the overall air quality and will deliver a breath-taking experience to the guests. 
	The staff will be trained in maintaining a positive mindset and sharing a sense of enthusiasm to ensure that the overall team morale is elevated. 

	
The bathroom was dirty, with no proper equipment present.

	This might have occurred due to the hiring of new housekeeping staff for bathroom cleaning. The staff failed to manage the work pressure, and therefore the guests’ complaints were witnessed. 
	I will ensure that the new staff is able to take advantage of job shadowing, which will help them monitor and observe other workers closely and learn their roles appropriately. 
	For the new workers, a star of the week offer will be developed which will keep them motivated to work and avoid any uncertain situation. 
	For the new workers, team effectiveness needs to be prioritised. To achieve this, on-the-job training, along with establishing a set of rules and regulations, is important. 

	Lack of welcoming guest services by the team

	Due to peak seasons, the increasing guest traffic was unable to be handled by the staff leading to unwelcoming behaviour offered to the guests.
	Hiring more staff and ensuring that the existing staff works in a calm and comfortable environment is important. I will ensure that workplace burnout is prevented. 
	In the future, a reward and punishment system will be launched that will help keep into account that any personal stresses and frustration do not come in the way of dealing with customers. 
	The collaboration and interaction between the housekeeping staff and the front-desk officer should be made robust. This will create a chain of communication and will ensure that all the staff working in the hotel serves the customer as one unit. 

	
The cutlery provided with food failed to meet cleaning standards.

	The possible reason could be a lack of following the hygiene standards leading to irresponsible behaviour. The cleaning staff did not wash the cutlery properly, and the housekeeping staff failed to check hygiene practices. 
	I will impose a heavy penalty on the staff for conducting such irresponsible work behaviour. This irresponsibility is not acceptable in the organisation. The employees will also be kept aware of the cleaning protocols and practices. 
	The housekeeping staff will be trained regarding the importance of hygiene practices in the hotel industry. Regular workshops need to be conducted in this regard to manage proper cleaning and hygiene standards.
	Appreciation and recognition are important in team-building areas. Therefore, by leading with gratitude and valuing every employee, team effectiveness will be maintained in the organisation. 




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 housekeeping staff is marked as the backbone of the organisation as they work reluctantly to provide a clean and comfortable environment to the guests. The survival of the hotel industry is highly dependent on the maintenance and cleaning standards observed at the hotel. Therefore, a particular focus on developing a well-equipped team with relevant hard and soft skills is ultimately associated with the success of the organisation. 
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	Training Notes: Before determining the importance of training and shedding light on an appropriate training program, the determination of the role of housekeeping in hospitality is necessary to be determined. The housekeeping staff have a major role in the maintenance of cleaning standards in the organisation, which ultimately boosts guest satisfaction and experience. 
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	Training Notes: Guest complaints can affect the reputation of the organisation, and therefore, the focus is on identifying the core guest complaints and tailoring the training program to avoid such uncertainties in future. The common guest complaints observed are provided, which need to be tackled effectively to generate desired outcomes. 
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	Training Notes: Proper training for housekeeping staff in hotels is essential for providing quality services to guests, improving efficiency and coordination with other hotel departments, and ensuring safety. Trained staff are better equipped to handle hazardous materials and potential safety hazards while also reducing turnover and errors, improving productivity, and leading to cost savings for the hotel.
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	Training Notes: The housekeeping staff training program helps employees understand their role in the organisation and feel respected and valued, leading to better guest service. The training also includes personalised services for the modern guest's needs, ensuring exceptional service delivery.
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	Training Notes: Housekeeping staff in hotels must follow health and safety procedures to ensure their safety while working. These include using personal protective equipment, chemical safety, infection prevention, and emergency procedures, along with mental health support.
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	Training Notes: Ensuring that brand standards are well-maintained is the responsibility of the housekeeping staff in hotels, as it helps meet customer expectations and improve brand equity and identity.
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	Training Notes: The Zinger Model's elements of connection, authentic relationships, recognition, and engagement can be linked to the training program for housekeeping staff in hotels. 
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	Training Notes: Marriott hotel utilises Zinger Model by prioritising employee development and well-being both personally and professionally.


	
[image: ]





	Training Notes: To achieve guest satisfaction and build a strong brand reputation, training for housekeeping staff should be prioritised in the hotel industry. This will equip workers with the skills needed to provide quality service, resulting in positive word of mouth and a reduction in errors.
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TRAINING PROGRAM FOR THE
HOUSEKEEPING STAFF

A comprehensive training program for housekeeping staff is essential (Vijaya ef al,
2020).

The program will cover cleaning techniques, time management, customer service,
and safety practices.

The training will be designed to meet the specific needs of the hotel and its guests

The program will be regularly updated to reflect changes in industry trends and best
‘practices.

The program will include a mix of classroom instruction, on-the-job training, and e-
learning modules.

The training will be conducted by experienced trainers who are knowledgeable in the
specific needs of the hospitality industry.
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HEALTH AND SA
PROCEDURE

Health and safety procedures in the hotel industry protect guests and
staff.

They help prevent accidents, reduce liability, and ensure compliance
with legal and regulatory requircments.
Procedures should include proper sanitation, safe handling of hazardou

materials, and emergency preparedness (Rosemberg 2020).

Staff should receive regular training to ensure proper implementation o

health and safety procedures.
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MAINTENANCE OF ND
STANDARD

[To ensure the maintenance of brand standards, the following tips are
provided:

Consistent and high-quality service delivery.
Meeting guest expectations and requirements.

Maintaining the hotel's image and reputation.

Ensuring compliance with brand guidelines and  standards
(Ransley 2022).

Regular monitoring and assessment of brand standards. Q ‘“E"

® ) / '
ro )
Contiinuous staff training and development. s Gy i

J—
Maintaining 2 positive guest experience.
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EMPLOYEE ENGAGEMENT MODEL

The Zinger Model can be linked to the training program.
The four clements are provided below:

-Establishing a sense of connection between staff and the hotel's values and

goals.

-Building authentic relationships through training, communication, and team-

building activitics (Nasution and Absah 2019).

“Recognizing staff contributions through incentives, rewards, and performance

feedback.

“Encouraging cmployee cngagement through opportunities for growth,

cmpowerment, and involvement in decision-making processes.
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BEST PRACTICE INDUSTRY
EXAMPLE

o Marriott uses the Zinger Model for employee engagement
o Various initiatives such as:

~Career development programs

-On-the-job training

Mentorship opportunities

“Regular recognition and feedback programs (Hassancin and Ozgit 2022).

* Marriott also fosters authentic relationships through its diverse and inclusive

culture.
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CONCLUSION

- Prioritizing training is essential for the success of hotels and the
satisfaction of guests.

+ Awelltrained housckeeping staff ensures a high level of service.

- Effective training programs can build the hotel's brand reputation.
« It equips workers with the required skills to serve customers better.

- Adopting an employee engagement model, such as the Zinger model,

can enhance the cffectiveness of the training program.
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INTRODUCTION

o Housckesping staff is the backbone of the hotel industry.

o Itreflects on the quality and cleaning standards maintained at the hotel.

o Itis important to have a well-trained staff.

o Hotel industry s customer-centric and, therefore, customer satisfaction
needs to be prioritised (Manishimwe ef al., 2022).

e The presentation aims at reflecting on the training program fo yield

exceptional customer service.
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ROLE OF HOUSEKEEPI TAFF IN
HOSPITALIT

Housckecping staff arc responsible for maintaining the cleanliness and
ppearance of guest rooms and public spaces.

They must ensure that all arcas arc clean, tidy, and free of any potential
azards (Israel 2022).

Housckecping staff are also responsible for restocking supplies, such as
owels, toiletries, and bedding (Noonwal ot al., 2022).

They may also be responsible for identifying and reporting any

aintenance issucs to the appropriate department.
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GUEST COMPLAINTS

o Inthe hospitality industry, guests are the top priority.

 Common guest complaint is amiving at an uncleancd or foul-smelling
room.

o This causes dissatisfaction and a negative expericnce.

« Additionally, delays in service can exacerbate the situation and make

guests feel even more frustrated.

« A lack of cleaning and hygiene factor may also incur guest complaints
(Sann et al., 2022).
 To prevent these types of complaints, it is cssential to provide proper

training
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IMPORTANCE OF T

¢

Training is crucial for maintaining high standards of cleanliness and gues

satisfaction.

Proper training can improve attention to detail, fime management,

\
communication, and safety practices. tasks 1N

ity
TRAINING®

I Staff training can help ensure exceptional service and exceed gues
sessions

expectations (Narayan et al., 2021).

Consistent training can also help identify arcas for improvement and
continuously improve service quality.
Effective training can ultimately lead to higher guest satisfaction, positive|

reviews, and inereased hotel revenue.





