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A housekeeper is a person who works in a private home or a public establishment like a hotel and is in charge of keeping it clean and organised. Whether public or private, cleanliness in the workplace relies heavily on housekeepers' efforts. In addition, providing a clean, comfortable, secure, and aesthetically pleasing setting is one illustration of housekeeping. Moreover, housekeeping is a functional area in a hotel that cleans, maintains, and beautifies rooms and the surroundings. Guests' satisfaction is directly related to the efforts of the housekeeping staff in the hospitality industry.
In the context of a housekeeping team, specific essential competencies are necessary, which contain:
[bookmark: _Toc131073199]Time management: Housekeepers must manage their time effectively to meet the demands of their position, follow a schedule, and finish duties on time. It is recommended that individuals arrive punctually for scheduled cleaning appointments and efficiently fulfil their responsibilities within the designated time frame to optimise time management and prevent any potential delays. (Tanji, 2013)
[bookmark: _Toc131073200]Careful attention to detail: Careful attention to detail is necessary for housekeeping. These skilled workers focus on small details that may seem insignificant to most people to complete their work, including organising various domestic items and cleaning floors and windows. (Azzouzi, 2022)
[bookmark: _Toc131073201]Communication: Practical communication skills are crucial when working as a team or interacting with visitors or customers. Additionally, housekeepers in a hotel are required to engage with diverse guests regularly, and it is advantageous for them to possess the ability to handle such interactions with etiquette and courtesy. Moreover, effective communication among housekeeping staff is crucial to ensure that team members know each other's progress and can offer assistance when needed. When people need personal items like towels, soap, toilet paper, or other items of a similar nature, these experts can help. (Vinas, 2020)
[bookmark: _Toc131073202]Collaboration: The housekeeping task frequently involves a collaborative approach. Thus, it is crucial to exhibit practical teamwork skills and develop a constructive team environment. (Singh, 2013)
[bookmark: _Toc131073203]Safety Awareness: Housekeepers must be aware of potential safety risks in their working environment and take precautions to avoid accidents or injuries. (Fonseca, 2016)
[bookmark: _Toc131073204]Customer Service: Providing exceptional customer service to clients and visitors is crucial in the hospitality industry. The satisfaction of clients with their work performance is a critical factor in determining their success. (Kumar, 2020)
[bookmark: _Toc131073205]Organisational Skills: Effective management of inventory, cleaning supplies, and programs necessitates proficient organisational abilities. Improving organisational skills can be achieved by regular practice at home and organising various resources, tools, and tasks during cleaning activities. (Hochsmann, 2018)
[bookmark: _Toc131073206]Adaptability: Housekeeping staff must be able to adjust to changes in their work environment, including their jobs and the facility. Furthermore, housekeepers may be required to work diverse schedules throughout the day, depending on the specific demands of their customers. Moreover, housekeeping personnel employed in office buildings may opt to initiate their duties only after the conclusion of the workday of all the employees. In addition, it is common for domestic workers to engage in at night or early morning shifts. Therefore, the quality of adaptability could facilitate a housekeeper's ability to accept additional responsibilities and subsequently increase their earnings. (Mary, 2015)
[bookmark: _Toc131073207]Physical Stamina: Physical stamina is a requirement for housekeeping because it involves standing, bending, lifting, and moving around for long periods. (Blaelock, 2018)
[bookmark: _Toc131073208]Honesty: Housekeepers may experience errors or misfortunes during work. They must acknowledge their mistakes, give an explanation, and take steps to prevent them from happening again. (Chandhok, 2021)
[bookmark: _Toc131073209]Supervising: A top-level housekeeping manager's capacity to oversee is crucial. Maintaining the home organised and clean to a high level would be easier with this ability. (Vallen and Vallen, 2013)
[bookmark: _Toc131073210]Leadership: Leadership is essential for executive housekeepers as it enables them to inspire and motivate their team. Additionally, they must be able to offer guidance and instruction when required. (Seal, 2015)
[bookmark: _Toc131073211]Self-discipline: There can be a lot of unpleasant, tedious chores involved in housekeeping. One must be persistent as a housekeeper and give each task their best effort daily. It is important to prioritise self-care to maintain optimal energy and focus levels. (Robinson, 2020)
[bookmark: _Toc131073212]Waste management: Disposing of waste is an essential aspect of household maintenance. One of the housekeeper's duties is to empty smaller trash cans or bags into larger ones. Afterwards, they must remove the garbage by transporting it to a central landfill. (Jackson, 2018).
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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?

	1. Food, dirt, and debris may collect between the bed and the nightstand, which the guest may see.
	The cleaning staff may need to clean the areas.
	Apologise to the guest and promise to resolve the issue will be the priority.
	Housekeepers should emphasise cleaning between the bed and nightstand during daily cleaning visits. A vacuum and wipe can be used to clean this area.

	It must be ensured that each team member knows their duties.

	2. The guest may notice dirty phone mouthpieces and earpieces.
	Carefully cleaning these areas may have yet to be taught to the cleaning staff.
	The second action plan will assign a housekeeper to clean the guest's room and fix any mistakes. Encouraging guest feedback to address issues better quickly can be another plan.
	To remove dirt and germs from the telephone mouthpiece and earpiece, the housekeeper must be instructed to use a disinfectant wipe.
	Regular training and development of the staff can be a measure to improve team effectiveness.

	3. The guest may watch uncleaned shower tiles.
	Due to a heavy workload or time limitations, the cleaning staff may have needed to clean the room properly.



	Another action plan will examine housekeeping staff duties, schedules, and training to determine the cause of the cleaning failure.



	To clear watermarks and dirt, the tiles next to the shower must be cleaned daily with a cleaning solution and scrub brush.
	Creating a supportive workplace can improve team effectiveness.

	4. Water and soap can also stain the walls behind the sink unit, which the guest may notice.
	The cleaning machinery needed to be more powerful.
	Train housekeeping staff must be introduced to understand the value of cleanliness and thoroughness.

	To avoid dust buildup, housekeeping staff should use a damp cloth to clean door tops and backs daily.
	Team members must be allowed to share their thoughts and worries.

	5. The Guest may pay attention to dusty door tops and backs.
	The cleaning crew may have missed the room due to miscommunication or scheduling.
	Improved front desk-housekeeping communication can ensure accurate room readiness information. A quality assurance programme can ensure supervisors or managers examine each room before guests enter.
	Regular spot checks and staff training are needed to ensure that areas are cleaned to standards.
	Clear goals and targets for the team must be set to give them direction and guidance. Team members must be rewarded for their work.



 

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.

	[image: ]

	Training Notes:
[bookmark: _Toc131073217]Introduction
Greetings, everyone. I am the supervisor of the floor's maintenance team, and I would like to greet one personally. This training aims to ensure that we provide the best possible service to our guests while adhering to all necessary health and safety protocols. Here we are discussing the following topics- Brand Standards, Common Room Status Codes for Housekeeping, the role of Housekeeping, Principal duties of housekeeping, the 5S Method for Good Housekeeping, Procedures for health and safety, and Complaints from Guests.

	[image: ]

	Training Notes:
[bookmark: _Toc131073218]Topic 1: Brand Standards
Our guests anticipate the highest degree of cleanliness and comfort when staying with us. To satisfy their expectations, we must uphold our brand standards. These standards guarantee our guests feel welcome and at ease during their stay. Here are a few key things to remember:
Cleanliness: All rooms should be cleaned and sanitised thoroughly.
Comfort: All beds should be correctly made, with fresh and spotless pillows and blankets.
Maintenance: Maintenance should be immediately notified if any items are broken or malfunctioning.
Pay close attention to the little things: Ensure everything is correctly stocked and all surfaces are dusted (Brody, 2016)
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	Training Notes:
[bookmark: _Toc131073219]Topic 2: Common Room Status Codes for Housekeeping
Occupied: The room is presently occupied by a registered guest.
Complimentary: Although the apartment is used, the visitor is not charged.
Stayover: The visitor will stay for at least one more night and not check out today.
On-change: When a visitor checks out but the room still needs to be cleaned and ready for resale, it is considered on-change.
Do Not Disturb (DND): The visitor has asked to be left alone. 
Out of Order (OOO): The room is blocked for maintenance work and cannot be given to a guest.
Check out: After paying their bill and returning their room keys, the visitor checks out of the hotel.
Late Checkout: The guest has been asked permission to clear out after a regular checkout.
Early Check-in: The visitor has asked to check in ahead of time and has been granted permission (Helberg, 2022)
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	Training Notes:
[bookmark: _Toc131073220]Topic 3: Role of Housekeeping 
· The hotel's housekeeping staff oversees the upkeep and cleanliness of all visitor rooms and public areas.
· Due to their shared responsibility for the quick turnover of the rooms, housekeeping frequently interacts with the front counter and reception staff.
· Each room's state is refreshed by housekeeping every day. 
· Housekeeping also works closely with maintenance or engineering because workers often find maintenance problems while cleaning spaces and notify the maintenance team so they can be fixed or replaced (Fonseca, 2017)
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	Training Notes:
[bookmark: _Toc131073221]Topic 4: Principal duties of housekeeping
Ensure that all common areas and hotel rooms are adequately supplied and maintained.
Deliver top-notch cleaning, sanitation, security, convenience, and aesthetics to guests.
To oversee the management of all cleaning projects and plans.
Provide a budget for housekeeping expenses, administration, and forecasting to take action.
To maximise productivity without sacrificing the quality of service or the protection of customers or visitors.
Make sure the whole staff treats the visitor with respect and reliability.
To ensure that all areas under their authority are kept in perfect condition.
Maintained bedding stock and distributed them to hotels, restaurants, banquet rooms, and other businesses.
Maintain a supply of outfits and make them available to employees.
Provide and supervise the hotel's landscaping and decorative flower arrangements.
To pick reliable service providers and maintain a consistent standard of service.
Coordinate the renovation and furnishing of the house with the management and the decorators.
To take care of things that have been lost.
Report any problems or concerns to the boss or administrator in charge (Wood, 2017)	
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	Training Notes:
[bookmark: _Toc131073222]Topic 5: The 5S Method for Good Housekeeping
The 5S standardisation system created and maintained a safe, clean, organised, and effective workplace. An organised workspace reduces unnecessary movement and wasted time seeking things, making it easy to spot something that needs to be put in the right place.
Sort 
The first step is to sort through everything in the workplace and separate the necessary items from the unnecessary ones. It could mean removing unused equipment, tools, or materials that occupy valuable space. It involves examining and assessing all items in the workspace. Any non-essential items should be removed or stored elsewhere.
Set in Order
The next step is determining a logical and efficient location for the necessary items, tools, and equipment. Items must be categorised according to their use and how often they are needed. Searching for items without a system wastes time.
Shine
The third step is to clean and organise the workplace thoroughly. The team could also develop a cleaning schedule to ensure the room stays clean and well-maintained. It is about cleaning the office. Dirty work materials can cause tools to break down, which takes time to fix or figure out. Poor hygiene can also cause safety issues and inefficiencies.
Standardise
The fourth step is to create and implement standardised procedures for maintaining the workplace organisation. It includes checklists, job instructions, standard work, and other documentation. Visual indicators and guidance often help people make decisions faster and train them to act well. For example, the team could create a daily checklist for cleaning and organising areas.
Sustain
The final step is to sustain the improvements made by following the previous four steps. It maintains solid practices and assures its sustainability. Often, this is done by setting up an audit system to ensure everything is identical. It is also about challenging existing practices to improve (Martin, 2018)
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	Training Notes:
[bookmark: _Toc131073223]Topic 6: Procedures for health and safety
The welfare and security of our visitors must always come first. We must adhere to the essential health and safety procedures listed below:
Using cleaning agents correctly: All agents must be appropriately labelled and kept safe. When managing these chemicals, we should wear gloves and other safety equipment.
Reporting risks: Management should be notified immediately of any risks or safety issues.
Waste management: We should recycle and dispose of all our waste correctly.
Personal hygiene: We should practise excellent personal hygiene, which includes frequently washing our hands (Mary E. Palmer, 2017).
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	Training Notes:
[bookmark: _Toc131073224]Topic 7: Complaints from Guests
Unfortunately, visitor complaints can still occur despite our best efforts. If a visitor has a complaint, here are some things to remember:
· Take the complaint seriously and, if required, ask clarifying questions.
· Apologise for the trouble and promise the customer that the problem will be fixed immediately.
· The complaint should be addressed and resolved as soon as feasible.
· Contact the visitor again to see if their issue was resolved satisfactorily.
In closing, they are grateful for their attendance at this workshop. We can give our guests the best service possible if we follow our brand guidelines and safety protocols and deal with guest complaints promptly. Feel free to contact me or anyone in management with any queries or concerns (Legrand, Sloan and Chen, 2016)
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	Training Notes:
Conclusion
In conclusion, a strong work ethic, attention to detail, and the ability to communicate effectively are all necessary traits for housekeeping staff members. It is vital to take charge and formulate a strategy to deal with visitor complaints and ensure that the housekeeping staff maintains up to the hotel's high standards.
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Introduction

Greetings, everyone. | am the supervisor of the floor's maintenance team,
and | would like to greet one personally. This training aims to ensure that we
provide the best possible service to our guests while adhering to all
necessary health and safety protocols. Here we are discussing the following
topics- Brand Standards, Common Room Status Codes for Housekeeping,
the role of Housekeeping, Principal duties of housekeeping, the 5S Method

for Good Housekeeping, Procedures for health and safety, and Complaints
from Guests.
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Topic 1: Brand Standards

Cleanliness: All rooms should be cleaned and
sanitised thoroughly.

Comfort: All beds should be correctly made, with
fresh and spotless pillows and blankets.
Maintenance: Maintenance should be
immediately notified if any items are broken or
malfunctioning.

Pay close attention to the little things: Ensure
everything is correctly stocked and all surfaces are
dusted.

Source: (Brody, 2016)
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Topic 2: Common Room Status Codes for
Housekeeping

Occupied: The room is presently occupied by a registered
guest.

Complimentary: Although the apartment is used, the visitor
is not charged.

Stayover: The visitor will stay for at least one more night
and not check out today.

On-change: When a visitor checks out but the room still
needs to be cleaned and ready for resale, it is considered
on-change.

Do Not Disturb (DND): The visitor has asked to be left
alone. Source: (Helberg, 2022)
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Topic 3: Role of Housekeeping

The hotel's housekeeping staff oversees the upkeep and cleanliness of
all visitor rooms and public areas.

Due to their shared responsibility for the quick turnover of the rooms,
housekeeping frequently interacts with the front counter and reception
staff.

Each room's state is refreshed by housekeeping every day.
Housekeeping also works closely with maintenance or engineering
because workers often find maintenance problems while cleaning
spaces and notify the maintenance team so they can be fixed or
replaced(Fonseca, 2017).
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Principal duties of housekeeping

/Topic74.

Adequately supplied and maintained.

Deliver top-notch cleaning, and sanitation to guests.

To oversee all cleaning projects and plans.

Provide a budget for housekeeping expenses.

To maximise productivity without sacrificing the quality of service.
Staff treats the visitor with respect and reliability.

All areas are kept in perfect condition.
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~—— Topic 5: The 5S Method for Good
Housekeeping

. Sort

. Set in Order
. Shine

. Standardise
. Sustain
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Using cleaning agents correctly: All agents must be
appropriately labelled and kept safe. When managing
these chemicals, we should wear gloves and other safety
equipment.

Reporting risks: Management should be notified
immediately of any risks or safety issues.

Waste management: We should recycle and dispose of
all our waste correctly.

Personal hygiene: We should practise excellent personal
hygiene, which includes frequently washing our hands.

Topic 6: Procedures foriealt?éﬁd safety

Source: (Mary E. Paimer, 2017)
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Topic 7: Complaints from Guests

Take the complaint seriously and, if required, ask clarifying questions.
Apologise for the trouble and promise the customer that the problem
will be fixed as soon as possible.

The complaint should be addressed and resolved as soon as
feasible.

Contact the visitor again to see if their issue was resolved
satisfactorily.
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Conclusion

In conclusion, a strong work ethic, attention to detail, and the ability to
communicate effectively are all necessary traits for housekeeping staff
members. It is vital to take charge and formulate a strategy to deal with visitor
complaints and ensure that the housekeeping staff maintains up to the hotel's
high standards.
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