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Introduction

Hotel industry is one of the highly competitive industry in the world. Many high brands are working in the industry and competing against each other. There are many different factors which are responsible for success of a hotel company but one of the most important factors which plays crucial role in success of hotel company is its housekeeping service (Panggabean and Hasibuan, 2020). Housekeeping department is responsible for cleanliness, organization and maintenance of guest’s rooms, hall, banquets, gardens, corridors and floors etcetera (Samosir, 2022). In addition to that, housekeeping department is also responsible for room attendant services. However, there are certain set of skills which are required by housekeeping team in order to provide satisfactory services to the guests. Without these skills, it is not possible for housekeeping team to provide effective services to their guests. These skills are as follows.
 
Key Skills Requirement for working in Housekeeping Team 

In my opinion, housekeeping department directly contributes to an exceptional experience that shows that the organization truly cares for their guests and for provision of such exceptional services it is important that each and every member of house keeping team must possess some of the key skills. For instance, good etiquette and manners, pleasing personality, politeness and civility, honesty and dedication, willingness to be of genuine service, attention to details, efficiency and good communication skills are some of the key skills without which goals of housekeeping department could not be achieved. Good etiquettes and manners are essential because housekeeping department also provides room attendant services and during this service guests directly interacts with housekeeping team member therefore with good manners and etiquettes housekeeping member can impress guests and show them the value company gives to their guests (Boakye-Kessie, Fatawu and Boateng, 2018). They can handle the situations with the guests effectively if their approach is good and in civilized manners. Similarly, the study of Wood (2017) has stated that pleasing personality is another factor which has a great positive impact on customer experience. If the personality of a housekeeping team member is pleasing then guests feels free to interact with them and tell them their issues and in return housekeeping member would resolve them. With pleasing personality, house keeping team member would leave a great impact even after guests are gone, they recommend their fellows and colleagues to stay in the same hotel just because of their own pleasant experience during the stay (Hurrell, 2016). Further, politeness and civility are other key characteristics which are essential for housekeeping team worker (Clarke, Robinson and Mayo, 2018). For instance, there are many events when guests become angry due to any reason and they start yelling at housekeeping team member, at that time the politeness and civility of a team member would save a situation. With polite tone and civilized manner team member can listen to the guests and the assure them for their issue to be resolved. On the contrary, aggressive behaviour would only worsen the situation for guests as well as for the company. Moving forward, according to the study of Singh and Amandeep (2017), honesty and dedication are essential qualities which play effective role in team member effectiveness. For example, house keeping job requires honesty because other members of the team will not always go and keep double check on the work of team member, it is responsibility of a team member to do their work with honesty so that guests can see their work and admire them as well as the company. Dedicated team members do not provide any opportunity to the guests to make complaint against them. Furthermore, efficient work done requires willingness to genuine service. Housekeeping team member could not work to the satisfaction of the customers until and unless they are willing to work genuinely. Housekeeping team do not work because they are paid but they work because they own the hotel and provide services to their best and treat hotel guests as their own guests. Moreover, I think that effective communication skills also play key role efficiency and effectiveness of housekeeping team (Singh and Jaykumar, 2019). Those members who listen to the guests more and understand the guest’s complaints and requirements leave a good impression on guests as compare to those who speak more and understand less. Lastly, attention to details is also important because when guests arrive at the hotel, they observe each and every thing in detail and that is why housekeeping department has a keen responsibility for detailed cleaning and maintenance of the rooms. Efficiency of housekeeping team member is essential so that they can overcome the situation with optimum solution and achieve the win-win situation for guests as well as for the company. 



Conclusion
Housekeeping department is a representative department of any hospitality company such as hotels and resorts. Housekeeping department team members requires some essential skills which will help them in achieving organizational goals. These skills are good etiquette and manners, pleasing personality, politeness and civility, honesty and dedication, willingness to be of genuine service, attention to details, efficiency and good communication skills. Without these key skills, working in housekeeping team is not possible.  
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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?


	
Unclean room

	Room cleanliness is primary responsibility of housekeeping team (Choy, Cheng and Yu, 2021). Unclean room is ignorance of housekeeping department
	I will immediately send housekeeping team to the room to get the room clean as soon as possible and if cleaning requires more time then I will give my guests another room with formal excuse
	I will dedicate a responsibility to one of the senior housekeeping team leaders to make sure that the room is properly cleaned and ready for occupancy before handing it over to the guests.
	I will introduce a check list system in my housekeeping team and every housekeeping team member would have to sign it before giving room to the new occupant. This check list ensures that all things are properly done from housekeeping side.  

	Unpleasant odour in the room 


	Unpleasant odour can be due to leakage of any pipeline in the room or rotting of any organic substance in the room (Alcalde-González, Mozo and Bustos, 2021). It may happen even after the room is cleaned by housekeeping department. 
	I will immediately send my pest control team or plumber team to the room so that they can fix the issue which causes unpleasant smell. Meanwhile I will shift my guests to another room. 
	I will ask my housekeeping team leaders to not only check the room after cleaning but double check the room again when guests are about to arrive so that if there is any issue then another room would be allocated to them. 
	I will make it a policy that rooms will be checked two times. One is when the room is properly cleaned and declared ready for occupancy of new guests from housekeeping department and second is when the guests are about to arrive in the room. 

	Fail room clearance 


	Room clearance means that the room is properly cleaned and is ready for new guests (Yilmaz, D.Ö., 2017). The room is uncleaned due to lack of room clearance. Room would not be declared as clear for new guests to arrive
	I will apologise the guest from behalf of the company and provide them another room immediately. 
	I will make sure that booking department will not book any room which is not declared clear from housekeeping department. First booking department will ask housekeeping about the room clearance and only then they would book the room. 
	I will ensure the proper coordination between booking and housekeeping department by introducing new policy of room booking. I will also involve management in the concerned matter. 

	
Lack of proper training of housekeeping team

	Unclean room may be the result of lack of proper training of housekeeping department (Jaykumar, 2020). 
	I will apologise to the guests and ask housekeeping team to clean the room immediately under my own supervision. I will not leave the situation until the problem is resolved. 
	I will make sure that no untrained team member is working in housekeeping department. Members wold only work after getting proper training 
	I will request Human Resource management and my senior management to provide pre-job training to the newly recruited housekeeping department staff so that they would be already trained before start of their jobs. 

	
Lack of effective communication skills 

	Communication play crucial role in an organization. Unclean and untidy rooms might be the outcome of lack of effective communication among housekeeping department (Bhatnagar and Dheeraj, 2019)
	I will communicate to housekeeping team members and try to get things done as soon as possible. Either I will make their room cleaned or I will give them another room with formal excuse and complimentary gift. 
	I will make sure the prevalence of effective communication system by asking my team to acknowledge the message at both senders as well as receivers end.  
	I will ask my HR department to introduce trainings based on effective communication in hotel industry housekeeping so that my team will not make any kind of communication mistake in future. 
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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.
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	Training Notes:
[bookmark: _GoBack]Housekeeping department is responsible for cleanliness of guestrooms, availability of utilities and supplies and room attendant services in hotel industry. It provides comfort and care to the guests during their stay at hotel and work as supporting center of entire operations. It also provides room attendant services to the guests so that their requirements are constantly met. Housekeeping work as intermediaries between administration and customers. 
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	Training Notes:
Responsibilities of the housekeeping department includes cleaning, furnishing and maintaining guestrooms and other public as well as office areas of the hotel. Housekeeping also ensures safety, comfort and guest care. They are responsible for provision of laundry service, food service, linen and other supplies. They also report lost and found items. Room decoration also falls under their jurisdiction. Housekeeping department act as bridge between management and customers of the hotel company. 
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	Training Notes:
Housekeeping department is very important because guestrooms are considered as the heart of the hotel as they are the meeting point of customers and company. Customers only repeat their stay at the hotel when they have good past experience of hospitality. Happy customers also act as marketers by spreading company’s exceptional services with word of mouth bringing more customers/guests. Therefore, effective housekeeping department increase hotel’s profits. 
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	Training Notes:
Housekeeping team is responsible for cleanliness and maintenance of guestrooms, bathrooms, corridors and lobbies, pools and patios, elevators, banquets and halls, meeting rooms, dining rooms, restaurants, recreational rooms, gymnasiums, gardens and parks, hotel maintain shops and other public areas. They are also responsible for cleanliness of offices, stores, laundry rooms, kitchen and other management areas. 
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	Training Notes:
Housekeeping team members must possess skills such as etiquette and good manners, politeness and civility, pleasing personality, honesty and dedication, willingness to be of genuine service, attention to details, effective communication skills and finally efficiency. Without these characteristics effectiveness of housekeeping team is not possible in any hospitality company.  
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	Training Notes:
There are number of benefits of housekeeping department. For instance, they are responsible for happy customer experience because they provide clean and hygienic environment. Similarly, they ensure safety and security of the customers and gain customer trust. Housekeeping also make sure that all the supplies are available for the guests and maintain guest’s privacy at all levels. Therefore, they gain trust and that is why they directly play positive role in brand awareness of the company. 
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	Training Notes:
Training and development are essential for housekeeping department and its employees. With effective and periodic training, the department improve its effectiveness with provision of improved customer experience. In addition to that, effective training and development program also play direct role in improving team members skills and helps them in their career development.  Housekeeping department also meet international standards with provision of periodic training.  
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	Training Notes:
Health and safety are another important responsibility of housekeeping department. They ensure guests health and safety by using safe cleaning equipment and cleaning agents. Hotel company ensures its safety with the help of housekeeping staff. The department is responsible for practicing safe cleaning practices and safety cleaning agents to protect environment as well.  
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	Training Notes:
Housekeeping department with the help of hotel’s management have to comply with international health and safety standards which are applicable on them. For instance, ISO 45001-2018, HACCP and health and safety management system etcetera are some of the standards which will not only ensures safety but also protects hotel from lawsuits and helps in meeting regulatory requirements. 
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	Training Notes:
In a nutshell, housekeeping department work as frontline department for hotel’s management. Company’s brand image depends on customer’s experience during their stay at hotel. Housekeeping department play crucial role providing exceptional experience to the customers during their stay at hotel. It also plays direct role in increase of company’s sales by attracting more and more guests and maintain higher room occupancy rate.  
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