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Component One:
What are the key skills required when working in the housekeeping team?
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	Working in the housekeeping team of a hotel requires a range of skills, from attention to detail and time management to communication and teamwork. I worked as Marriot Swindon Hotel which is notably accommodating and feeding some Afghan refugees for as long as two years. Throughout my experience working in the Marriott Swindon Hotel, I have come to appreciate the unique set of skills and challenges that come with working in housekeeping. The experience of working at the hotel has been really fulfilling. I got the experience of the hospitality industry with the working experience. Thus, I have been able to use my knowledge and skills for the first time. Working to support the Afghan refugees have been a motivational factor for me to put extra effort and generate the best possible outcomes.
One of the key skills required when working in the housekeeping team of Marriott Swindon is being able to provide attention to detail. Housekeepers are responsible for ensuring that each room is cleaned to the highest standard, from the linens and towels to the floors and surfaces(Eisenstein, 2012). This requires a keen eye for detail and the ability to spot even the smallest imperfections. For example, housekeepers must be able to identify stains on linens or towels, ensure that surfaces are free of dust and debris, and ensure that all amenities are fully stocked and functioning.
Time management is another crucial skill for me during my placement. I must have to work efficiently to ensure room cleaning, while also ensuring that all tasks are completed to a high standard. This means prioritizing tasks, working quickly and efficiently, and being able to adapt to changing demands and deadlines. For example, if a guest requires an early check-in, I need to adjust their schedule accordingly to ensure that the room is ready in time.
Communication is also essential when working in housekeeping. Housekeepers must be able to communicate effectively with guests, colleagues, and supervisors. This includes being able to respond to guest requests and concerns, as well as working collaboratively with other hotel departments, such as front desk and maintenance staff(Lolli, 2013). Effective communication skills which helped me to prevent misunderstandings and ensure that all tasks are completed to the required standard. As there has been a lot of refugees living at the hotel, communication was very crucial for my job role. Everything was required to be done with maximum efficiency and hence, the communication was required to be perfect.
Teamwork is another important skill for me during my placement as a housekeeping staff. I needed to work effectively as part of a team, collaborating with other staff members to ensure that all rooms are cleaned and prepared to the required standard. This was about being able to delegate tasks, support other team members when needed, and work together to achieve shared goals(Ukabuilu and Igbojekwe, 2015). Teamwork helped me to foster a positive and supportive work environment, which can improve job satisfaction and morale.
In addition to these core skills, there are several other important skills and qualities that were required to successfully accomplish my job duty. For example, physical fitness and stamina was important, as housekeeping was a physically demanding job that requires bending, lifting, and carrying heavy objects(Rooyen, 2016). Though, I did not require to do such lifting or carrying, I had to walk a lot to the rooms, interact with the guests and be on my foot. Hence, good physical fitness was required. A positive attitude and a willingness to learn can also be beneficial, those can help staff to adapt to new challenges and take on new responsibilities. My willingness to learn new things helped me to face the challenges and fulfil my job role effectively.
Working in the housekeeping team of Marriott Swindon hotel was both a challenging and a rewarding experience. It required a range of skills and qualities, from attention to detail and time management to communication and teamwork. Through my experience working in the hospitality industry, I have come to appreciate the unique challenges and rewards of working in housekeeping, and I have developed a deep respect for the hard work and dedication of housekeeping staff. With my working experience, I have come to know that there are many skills that are not yet developed on me. As I am moving on with such valuable experience, I will focus on developing some skills of mine. Thus, by utilizing the experience I can be a better professional in the long run.
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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?

	There is a complaint from a guest that the room had not been properly cleaned
	There might be lack of supervision
	I am going to find out the exact reason why this happened
	I will be more careful about my supervision duty. I can take help of technology to ensure better control on everything.
	I will focus on the time of service and accuracy rate of my supervision to improve my performance and thus the effectiveness of the team.

	
	There can be lack of human resource so some rooms or a room left without being cleaned properly
	
	I need to work on improving the human resource condition at the hotel.
	Coordination among the team members with effective communication tools can be helpful in this regard.

	
	The responsible person might not fulfil his/her duty
	
	Providing training on how to fulfil their duties and proper monitoring mechanism can be helpful.
	Teamwork training, mutual dependency and mutual understanding will be focused to improve this area.

	
	There might be lack of technologies to efficiently clean the rooms
	
	New technology can be adopted. By investigating on the problem and available technologies, the best solution will be implemented.
	The performance of the technologies will be monitored, and the teams will be trained to adopt the technologies. Thus, better result can be generated.










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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The hospitality industry is a diverse and rapidly evolving sector that encompasses a wide range of services. If we do not understand our roles and responsibilities properly, different complaints will keep coming. To succeed in this industry, it is essential to have a solid understanding of the various skills, competencies, and management styles required, as well as the best practices for ensuring health and safety for both employees and guests.
In this presentation different essential topics include the necessary guest service skills and competencies for both front-end and back-end staff, the importance of technical knowledge in the hospitality industry, planning and resource allocation skills, and the most relevant management styles used in the industry. This presentation also explores the top five health and safety practices that hospitality businesses should implement to protect the well-being of their employees and guests.
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Facilities management in a hotel is a complex and multi-faceted job that involves the efficient management of the hotel's physical plant and equipment. Some of the different positions within facilities management of a hotel include:
· Facilities Manager: This person is responsible for managing the hotel's entire facilities management department, which includes maintenance, engineering, and housekeeping.
· Chief Engineer: This position is responsible for managing the maintenance and repair of the hotel's building systems, including HVAC, plumbing, electrical, and mechanical systems.
· Housekeeping Manager: This person is responsible for managing the hotel's housekeeping department, which includes cleaning, laundry, and guest room preparation.
· Maintenance Manager: This position is responsible for managing the maintenance and repair of the hotel's physical plant, including the building's structure, roofing, and landscaping.
· Energy Manager: This person is responsible for managing the hotel's energy usage and finding ways to reduce the hotel's energy consumption, such as implementing energy-efficient lighting and HVAC systems.
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There are some more roles that are very crucial for the hotel. 
· Sustainability Manager: This person is responsible for managing the hotel's sustainability initiatives, such as waste reduction, recycling, and environmentally-friendly practices.
· Security Manager: This person is responsible for managing the hotel's security and safety systems, including surveillance cameras, access control systems, and fire alarms.
· Front Office Manager: This person is responsible for managing the hotel's front desk operations, including check-in, check-out, and guest services.
· IT Manager: This person is responsible for managing the hotel's information technology systems, including computer networks, software, and hardware.
· Audio-Visual Manager: This person is responsible for managing the hotel's audio-visual systems, including sound systems, video conferencing equipment, and televisions in guest rooms and public areas.
Overall, the facilities management team of a hotel works together to ensure that the hotel's physical plant and equipment are well-maintained, and that guests have a comfortable and enjoyable stay.
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There are many industry standards of hospitality services that are essential to providing a high-quality guest experience. Here are five key industry standards:
· A clean and well-maintained environment is crucial in the hospitality industry.
· Hospitality businesses must provide exceptional customer service to meet the needs of guests (Chugunova, Solovjeva and Ponomarev, 2017).
· Guests must feel safe and secure while staying in a hospitality establishment.
· Guests expect a comfortable and enjoyable experience when staying in a hospitality establishment.
· Guests expect good value for their money when staying in a hospitality establishment. The price of rooms and services should be fair and competitive, and the quality of the experience should match the price paid (Worimegbe, Worimegbe and Abiola-Oke, 2020).
Those industry standards are essential for ensuring guest satisfaction and building a positive reputation in the hospitality industry.
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Guest service skills and competencies are essential for the front-end staff of a hotel as they interact with guests on a daily basis. Here are some key guest service skills and competencies for front-end staff of a hotel:
· Front-end staff should have excellent communication skills, including active listening, clear and concise speech, and effective written communication (Gaspani, 2022).
· They should have a strong commitment to customer service, including anticipating guest needs, providing personalized service, and resolving issues promptly and effectively.
· They should be able to handle multiple tasks simultaneously, such as answering phones, checking in guests, and responding to guest requests.
· They should pay close attention to detail, ensuring that guest requests are fulfilled accurately and timely.
· Front-end staff should be aware of and sensitive to cultural differences, customs, and expectations, to ensure that all guests feel comfortable and welcome (Martin, 2006).
There are many other skills that would require to provide the best service from the front end. Overall, possessing these skills and competencies will enable front-end staff to provide exceptional guest service and create a positive impression of the hotel.
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Back-end staff in a hotel typically work behind the scenes, but their role is just as crucial as front-end staff in providing a high level of guest service. Here are some key guest service skills and competencies for the back-end staff of a hotel:
· Back-end staff should be proficient in the use of hotel technology systems, including property management software, inventory management systems, and maintenance tracking systems.
· Those employees should be able to manage their time effectively, prioritizing tasks and ensuring that all work is completed in a timely manner.
· They also should be able to identify and solve problems quickly and efficiently, using sound judgment and critical thinking skills (Roy, 2013).
· They should be able to work effectively as part of a team, collaborating with other hotel departments to ensure a seamless guest experience.
· Back-end staff should be aware of safety procedures and regulations and take necessary precautions to prevent accidents and injuries.
Overall, possessing these skills and competencies will enable the back-end staff to provide efficient and effective support to the front-end staff, ensuring that guests receive a high level of service and enjoy a comfortable and enjoyable stay.
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Technical knowledge is crucial in the hospitality industry as it enables businesses to operate efficiently, provide high-quality service, and meet guest expectations. Here are five key reasons why technical knowledge is needed in the hospitality industry:
·  Technical knowledge allows hospitality businesses to manage their operations more efficiently, from managing inventory and booking reservations to automating processes and reducing waste.
·  It enables hospitality businesses to provide high-quality service, from providing personalized recommendations to guests based on their preferences to creating a seamless check-in and check-out process (Nieves, Quintana and Osorio, 2015).
·  Technical knowledge is crucial in ensuring the safety and security of guests and employees.
·  It allows hospitality businesses to leverage data and analytics to inform marketing and sales strategies, from analyzing customer feedback to identifying trends in guest behavior.
·  Technical knowledge is essential in promoting sustainability in the hospitality industry, from implementing energy-efficient technologies to reducing waste and conserving resources.
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Planning and resource allocation skills are essential in the hospitality industry as they enable businesses to effectively manage their resources, achieve operational efficiency, and meet guest expectations. Here are some key planning and resource allocation skills required in the hospitality industry:
·  Planning and resource allocation require forecasting demand for goods and services to ensure that the necessary resources are available when needed.
·  Budgeting requires developing and adhering to a budget, identifying areas where costs can be reduced or minimized, and ensuring that spending is aligned with revenue (Chin, Wu and Hsieh, 2012).
·  Effective scheduling ensures that the right resources, including personnel and equipment, are available at the right time to meet guest demands. 
·  Resource allocation also requires managing inventory effectively, ensuring that the necessary supplies are available to meet guest demands without overstocking or wasting resources.
·  Planning and resource allocation skills require a commitment to continuous improvement, monitoring performance metrics, identifying areas for improvement, and implementing strategies to optimize resource allocation and improve operational efficiency.
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There are several management styles that are relevant to the hospitality industry, each with its own strengths and weaknesses. Here are some of the most common management styles used in the hospitality industry:
· Autocratic Management: This style can be effective in situations that require quick decision-making, but it can lead to low employee morale and engagement (Caillier, 2020).
· Participative Management: This style can lead to increased employee engagement and satisfaction, but it can also be time-consuming and may not be effective in situations that require quick decision-making.
· Servant Leadership: This style can lead to a positive work environment and high employee morale, but it can also be challenging to implement in a hierarchical organization.
· Transformational Leadership: This style can be effective in promoting a positive work culture and high employee engagement, but it may not be suitable in situations where the clear direction and quick decision-making are necessary (Carr, 2016).
· Laissez-Faire Leadership: This style can be effective in situations that require employees to be self-motivated and independent, but it can also lead to a lack of accountability and direction.
In conclusion, the management style used in the hospitality industry depends on the organization's culture, goals, and the manager's leadership style. 




Slide 11




Health and safety practices are crucial in the hospitality industry to ensure the well-being of employees and guests. Here are the top five health and safety practices in the hospitality industry:
·  Proper food handling and storage practices are crucial to prevent food contamination and foodborne illnesses.
·  Regular cleaning and sanitization practices are essential to prevent the spread of germs and viruses.
·  The proper use of PPE, such as gloves, masks, and face shields, is critical in reducing the risk of infection and illness (D. Zaridis, Soldatou and Soldatou, 2019).
·  Hospitality businesses must have emergency preparedness plans in place to respond quickly and effectively in the event of an emergency, such as a fire, natural disaster, or medical emergency.
·  Hospitality businesses must ensure that their workplace is ergonomically designed to prevent workplace injuries and strains.
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Introduction

The hospitality industry is a diverse and rapidly evolving sector that

encompasses a wide range of services. If we do not understand our

roles and responsibilities properly, different complaints will keep

coming. To succeed in this industry, it is essential to have a solid

understanding of the various skills, competencies, and management

styles required, as well as the best practices for ensuring health and

safety for both employees and guests.

In this presentation different essential topics include the necessary

guest service skills and competencies for both front-end and back-

end staff, the importance of technical knowledge in the hospitality

industry, planning and resource allocation skills, and the most

relevant management styles used in the industry. This presentation

also explores the top five health and safety practices that hospitality

businesses should implement to protect the well-being of their

employees and guests.
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The hospitality industry is a diverse and rapidly evolving sector that encompasses a wide range of services. If we do not understand our roles and responsibilities properly, different complaints will keep coming. To succeed in this industry, it is essential to have a solid understanding of the various skills, competencies, and management styles required, as well as the best practices for ensuring health and safety for both employees and guests.

In this presentation different essential topics include the necessary guest service skills and competencies for both front-end and back-end staff, the importance of technical knowledge in the hospitality industry, planning and resource allocation skills, and the most relevant management styles used in the industry. This presentation also explores the top five health and safety practices that hospitality businesses should implement to protect the well-being of their employees and guests.





The hospitality industry is a diverse and rapidly evolving sector that encompasses a wide range of services. If we do not understand our roles and responsibilities properly, different complaints will keep coming. To succeed in this industry, it is essential to have a solid understanding of the various skills, competencies, and management styles required, as well as the best practices for ensuring health and safety for both employees and guests.

In this presentation different essential topics include the necessary guest service skills and competencies for both front-end and back-end staff, the importance of technical knowledge in the hospitality industry, planning and resource allocation skills, and the most relevant management styles used in the industry. This presentation also explores the top five health and safety practices that hospitality businesses should implement to protect the well-being of their employees and guests.



2



image1.png

-
u u
u u
: : L1
H mun
: : Huu
" u LA —
TLIT —
. . (11T LA —
L ] LTI LIl —_—
" L TH T =
||||| —
: : T L —
" " LTI LI =
H || H L1 —
| | — —
| =
a m'B p—
x L 4 —- - . i L
- -, = (2
> ) O @ ®













image4.emf
Key Roles within the Hotel

Facilities 

Manager

Chief 

Engineer

Housekeeping 

Manager

Maintenance 

Manager

Energy 

Manager


Microsoft_PowerPoint_Slide2.sldx




Key Roles within the Hotel





Facilities management in a hotel is a complex and multi-faceted job that involves the efficient management of the hotel's physical plant and equipment. Some of the different positions within facilities management of a hotel include:

Facilities Manager: This person is responsible for managing the hotel's entire facilities management department, which includes maintenance, engineering, and housekeeping.

Chief Engineer: This position is responsible for managing the maintenance and repair of the hotel's building systems, including HVAC, plumbing, electrical, and mechanical systems.

Housekeeping Manager: This person is responsible for managing the hotel's housekeeping department, which includes cleaning, laundry, and guest room preparation.

Maintenance Manager: This position is responsible for managing the maintenance and repair of the hotel's physical plant, including the building's structure, roofing, and landscaping.

Energy Manager: This person is responsible for managing the hotel's energy usage and finding ways to reduce the hotel's energy consumption, such as implementing energy-efficient lighting and HVAC systems.
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Key Roles within the Hotel





There are some more roles that are very crucial for the hotel. 

Sustainability Manager: This person is responsible for managing the hotel's sustainability initiatives, such as waste reduction, recycling, and environmentally-friendly practices.

Security Manager: This person is responsible for managing the hotel's security and safety systems, including surveillance cameras, access control systems, and fire alarms.

Front Office Manager: This person is responsible for managing the hotel's front desk operations, including check-in, check-out, and guest services.

IT Manager: This person is responsible for managing the hotel's information technology systems, including computer networks, software, and hardware.

Audio-Visual Manager: This person is responsible for managing the hotel's audio-visual systems, including sound systems, video conferencing equipment, and televisions in guest rooms and public areas.

Overall, the facilities management team of a hotel works together to ensure that the hotel's physical plant and equipment are well-maintained, and that guests have a comfortable and enjoyable stay.
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Industry standards of hospitality services





There are many industry standards of hospitality services that are essential to providing a high-quality guest experience. Here are five key industry standards:

A clean and well-maintained environment is crucial in the hospitality industry.

Hospitality businesses must provide exceptional customer service to meet the needs of guests (Chugunova, Solovjeva and Ponomarev, 2017).

Guests must feel safe and secure while staying in a hospitality establishment.

Guests expect a comfortable and enjoyable experience when staying in a hospitality establishment.

Guests expect good value for their money when staying in a hospitality establishment. The price of rooms and services should be fair and competitive, and the quality of the experience should match the price paid (Worimegbe, Worimegbe and Abiola-Oke, 2020).

Those industry standards are essential for ensuring guest satisfaction and building a positive reputation in the hospitality industry.
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Guest service skills and competencies are essential for the front-end staff of a hotel as they interact with guests on a daily basis. Here are some key guest service skills and competencies for front-end staff of a hotel:

Front-end staff should have excellent communication skills, including active listening, clear and concise speech, and effective written communication (Gaspani, 2022).

They should have a strong commitment to customer service, including anticipating guest needs, providing personalized service, and resolving issues promptly and effectively.

They should be able to handle multiple tasks simultaneously, such as answering phones, checking in guests, and responding to guest requests.

They should pay close attention to detail, ensuring that guest requests are fulfilled accurately and timely.

Front-end staff should be aware of and sensitive to cultural differences, customs, and expectations, to ensure that all guests feel comfortable and welcome (Martin, 2006).

There are many other skills that would require to provide the best service from the front end. Overall, possessing these skills and competencies will enable front-end staff to provide exceptional guest service and create a positive impression of the hotel.
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Guest service skills and competencies for back end





Back-end staff in a hotel typically work behind the scenes, but their role is just as crucial as front-end staff in providing a high level of guest service. Here are some key guest service skills and competencies for the back-end staff of a hotel:

Back-end staff should be proficient in the use of hotel technology systems, including property management software, inventory management systems, and maintenance tracking systems.

Those employees should be able to manage their time effectively, prioritizing tasks and ensuring that all work is completed in a timely manner.

They also should be able to identify and solve problems quickly and efficiently, using sound judgment and critical thinking skills (Roy, 2013).

They should be able to work effectively as part of a team, collaborating with other hotel departments to ensure a seamless guest experience.

Back-end staff should be aware of safety procedures and regulations and take necessary precautions to prevent accidents and injuries.

Overall, possessing these skills and competencies will enable the back-end staff to provide efficient and effective support to the front-end staff, ensuring that guests receive a high level of service and enjoy a comfortable and enjoyable stay.
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Need for technical knowledge in hospitality industry





Technical knowledge is crucial in the hospitality industry as it enables businesses to operate efficiently, provide high-quality service, and meet guest expectations. Here are five key reasons why technical knowledge is needed in the hospitality industry:

 Technical knowledge allows hospitality businesses to manage their operations more efficiently, from managing inventory and booking reservations to automating processes and reducing waste.

 It enables hospitality businesses to provide high-quality service, from providing personalized recommendations to guests based on their preferences to creating a seamless check-in and check-out process (Nieves, Quintana and Osorio, 2015).

 Technical knowledge is crucial in ensuring the safety and security of guests and employees.

 It allows hospitality businesses to leverage data and analytics to inform marketing and sales strategies, from analyzing customer feedback to identifying trends in guest behavior.

 Technical knowledge is essential in promoting sustainability in the hospitality industry, from implementing energy-efficient technologies to reducing waste and conserving resources.
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Planning and resource allocation skills within the hospitality industry





Planning and resource allocation skills are essential in the hospitality industry as they enable businesses to effectively manage their resources, achieve operational efficiency, and meet guest expectations. Here are some key planning and resource allocation skills required in the hospitality industry:

 Planning and resource allocation require forecasting demand for goods and services to ensure that the necessary resources are available when needed.

 Budgeting requires developing and adhering to a budget, identifying areas where costs can be reduced or minimized, and ensuring that spending is aligned with revenue (Chin, Wu and Hsieh, 2012).

 Effective scheduling ensures that the right resources, including personnel and equipment, are available at the right time to meet guest demands. 

 Resource allocation also requires managing inventory effectively, ensuring that the necessary supplies are available to meet guest demands without overstocking or wasting resources.

 Planning and resource allocation skills require a commitment to continuous improvement, monitoring performance metrics, identifying areas for improvement, and implementing strategies to optimize resource allocation and improve operational efficiency.
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Management styles relevant to the hospitality industry





There are several management styles that are relevant to the hospitality industry, each with its own strengths and weaknesses. Here are some of the most common management styles used in the hospitality industry:

Autocratic Management: This style can be effective in situations that require quick decision-making, but it can lead to low employee morale and engagement (Caillier, 2020).

Participative Management: This style can lead to increased employee engagement and satisfaction, but it can also be time-consuming and may not be effective in situations that require quick decision-making.

Servant Leadership: This style can lead to a positive work environment and high employee morale, but it can also be challenging to implement in a hierarchical organization.

Transformational Leadership: This style can be effective in promoting a positive work culture and high employee engagement, but it may not be suitable in situations where the clear direction and quick decision-making are necessary (Carr, 2016).

Laissez-Faire Leadership: This style can be effective in situations that require employees to be self-motivated and independent, but it can also lead to a lack of accountability and direction.

In conclusion, the management style used in the hospitality industry depends on the organization's culture, goals, and the manager's leadership style. 
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Health and safety practices within the hospitality industry
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Health and safety practices are crucial in the hospitality industry to ensure the well-being of employees and guests. Here are the top five health and safety practices in the hospitality industry:

 Proper food handling and storage practices are crucial to prevent food contamination and foodborne illnesses.

 Regular cleaning and sanitization practices are essential to prevent the spread of germs and viruses.

 The proper use of PPE, such as gloves, masks, and face shields, is critical in reducing the risk of infection and illness (D. Zaridis, Soldatou and Soldatou, 2019).

 Hospitality businesses must have emergency preparedness plans in place to respond quickly and effectively in the event of an emergency, such as a fire, natural disaster, or medical emergency.

 Hospitality businesses must ensure that their workplace is ergonomically designed to prevent workplace injuries and strains.
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