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Housekeeping is frequently mentioned as an example of invisible work (Whiting and Symon, 2020). This department of the hotel is essential because they bring in the most revenue. Most hotels survive by selling rooms, food, drinks, and other services such as laundry. Therefore, hotel housekeepers must work rigorously on cleanliness, maintenance, and aesthetic organisation of rooms and other public and back areas of hotels and surroundings. During my placement at Premier Inn Chelmsford (Springfield), I can say that housekeeping is a department that contributes greatly to the hotel's overall reputation.
Time management tools are the basis of jobs where instability or chaos is felt, thus they become psychological and material support for workers (Gregg, 2018). Housekeepers are required to complete a certain number of tasks alone or in small groups daily. The ability of these employees to manage their time effectively is essential to their ability to complete their duties on time. If they are adept at time management, they can adhere to their cleaning arrangements' schedules and complete the task within the allotted time.
A housekeeper with an elevated degree of knowledge in their field may perform their duties with greater attention to detail (Bridger, 2018). The success of these employees depends on their ability to pay careful attention to every little thing. To carry out their duties effectively, these specialists pay careful attention to apparently insignificant details, such as scrubbing floors, windows, or chandeliers in hotel rooms. In the housekeeping department at Premier Inn Chelmsford (Springfield), the details of arranging the sheets, cleaning the bathrooms, and the rooms whose guests were still staying at the hotel were strictly explained to me.
As a result of their daily interactions with a wide variety of visitors, hotel housekeepers must always maintain a positive and cordial demeanour. They must also have effective communication skills with colleagues when they need assistance or to notify them of the completion of a task. These friendly professionals can fulfil guests' needs for towels, laundry detergent, or toilet paper. Sometimes, housekeepers are responsible for addressing client complaints about the hotel's features or amenities.
Housekeepers need the ability to collaborate effectively with others. It's possible to evaluate a housekeeper based on criteria such as dependability, teamwork skills, and loyalty. To ensure they are doing a good job, cleaners may have to ask questions. Listening carefully and providing constructive feedback are vital skills for this position. During my placement in the housekeeping department, I saw what teamwork means. I managed to understand that by helping colleagues we bring advantages not only to the hotel but also to gain personal benefits.
A housekeeper's flexibility may enable her to earn a higher wage by taking on more responsibilities (Cottrell, 2019a). For the most part, these employees choose their working days, but they must have a morning schedule until check-in time at the hotel. Thus, the rooms must be prepared before the arrival of the new guests or cleaned for the people already staying in the hotel.
Employees in the hospitality industry must possess outstanding skills and specific values in customer service (Olimovich et al., 2020). The success of the business depends on how happy its customers are. An important thing I learnt during my placement at the hotel is that even if the housekeepers do not have direct contact with the customers, they are largely responsible for the guest's satisfaction. Being on a business or leisure trip, any of us would like to relax at the end of the day in a clean, arranged, and beautifully smelling room. That's why most complaints go to housekeepers.
Just like everyone else, housekeepers make mishaps and get hurt. If the guests wash their clothes in the machine, they could break a glass, crack a dish, or ruin their clothes. They have to take responsibility for their mistakes and explain what went wrong.
I spoke to all the cleaning staff at Premier Inn Chelmsford (Springfield). From what they said, being able to communicate well and work with others is a very important skill in this field. For example, you can keep the process of check-in and check-out smoothly if you and the cleaning staff have a good relationship. Work with the people who are in charge of cleaning to solve any problems that customers might have. This will make sure they have a good time and make it more likely that they will come back (Leiter and Bakker, 2010). Keeping all of the rooms spotless is one way to keep guests at your establishment satisfied and eager to return. This is a certain way to boost customer loyalty.
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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 communication skills within the team.
	Lack of exchange of information between the housekeeping and front office departments regarding the state of the rooms.
	I will make sure that the employees are well informed, that their efforts are known and appreciated, and that they are listened to. Thus, a climate will be created that will stimulate the assumption of responsibility for the fulfilment of the decision. Therefore, before a guest check-in, the hotel's housekeeping team is going to be given a list of things to do to get the room ready.

	Teamwork is essential in all business fields (Kalra et al., 2020). This skill thrives when team members feel they can talk openly, and share ideas without being stopped or criticised. Thus, I will appreciate the suggestions and opinions of colleagues, ensuring that communication is not only downwards by bosses, but also upward and among team members.
	I will find ways to publicly recognise employees' hard work, either by giving an award in front of their peers or by sharing their results.
An employee satisfied with his job will make every effort to make our customer happy and return him, to keep him loyal. Thus we will turn our customers into "guests".

	Fluctuation of the workforce in the hotel industry.

	The increase in professional stress and the retraining of employees following the impact of the COVID-19 pandemic (Wong et al., 2021).
This phenomenon has destroyed employee satisfaction and loyalty. But the most serious reasons are generated by the low wages and the lack of possibilities for development and advancement.

	I will make a daily effort to satisfy the needs of the employees and maintain the current housekeeping team which is very valuable. I will listen and acknowledge the issues they raise and show empathy towards them.
	According to the Gallup poll (Mcfeely and Wigert, 2019), 52% of voluntary resignations are avoidable. In other words, people are leaving due to problems that can be solved. A detailed staff turnover analysis is an opportunity to change things for the better: if you find out why people leave, you can implement changes to improve morale and reduce employee turnover. Losing my best people means losing constant innovators that solve problems.
	By implementing personal measures (hygiene conditions, transportation to the workplace), appropriate work conditions and programmes, a recognition programme, an adequate work climate, and fair wages, I will try to exclude the percentage of layoffs and attract new staff in the future.
An incentive for young people could even come from the current employees in tourism if the educational units would establish, internships, and partner with economic agents in the field.


	Defective or insufficient work equipment.

	Disorganised financial management, because the capital budget allocated to the housekeeping department does not cover all expenses.
	Weekly, I will effectively manage the material and financial resources of the housekeeping department. I will also regularly check work equipment to ensure it is working properly and team members are trained to use it.

	A good idea would be to make a list of all existing specialised equipment on an inventory form, which will certainly make the work of the finance department easier. Revenues must be managed regularly to be used effectively (Ameliawati and Setiyani, 2018). The preparation of a budget provides an opportunity to review past planning, present achievements and take appropriate action in subsequent financial years.
	I will organise and coordinate specific activities, including the supply of materials, utensils, and linen, up to quality control of the accommodation service and additional services. But also, my positive attitude to the improvement of the physical factors that influence the workplace will eminently lead to employee satisfaction and, respectively, to the increase of their productivity. All these relationships lead to the optimisation of the housekeeper's job and, respectively, to obtaining employee satisfaction.


	Unqualified or untrained staff.

	Hotel managers refuse to invest constantly in training and staff retention.
	I will coordinate with the team for a week to find out which of them needs professional help. To have clean hotel rooms, we need the implementation of good procedures, and well-organised housekeeping staff with the right skills and equipment.

	Incorrectly trained employees bring enormous costs to the hotel in the long term (Jaworski et al., 2018). The periodic training of the subordinate staff will maintain the standard of service excellence.
	Online learning is a fast method of accumulating information and professional training. E-learning has become a viable alternative to traditional teaching methods, being used in many businesses, due to the ability to provide continuous training, as well as the advantages related to wide applicability within the most diverse organisations (Scortescu, 2018). One such platform can be Whitbread Academy Online. The main advantage of this system is the flexibility that will encourage the employee's learning style. Essentially, when an employee learns and develops different new skills and becomes more familiar with completing a task, the employee's level of self-confidence increases.


	A boss who took too long to solve the problem.
	Carelessness.


	The rule of work: help your boss succeed even if you like him, and if not (Clifton and Harter, 2019). An essential aspect of maintaining an optimal relationship with your superiors at work is building and maintaining constant communication with them.



	I will make some broad suggestions about how things could be improved, without making direct accusations against the boss. Self-solves the problems you can change, when you can't fix the boss (Chron, 2021). It is important to have regular team meetings, at least once a week or once a month.

	In the situation where I consider that the tasks are too complex, too numerous, that the solution time is too short, or that my team is disadvantaged, it will always be useful to talk to the boss about these challenges and ask for his support in prioritising the activities that I have to fulfil them. In this way, I can make my superiors aware of the quantity and complexity of the tasks I have to complete. Coaching, both individually and at the team level, will help us a lot in overcoming these situations.





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: Today I am very happy to be with you in this lesson on housekeeping training. As you know, housekeeping is a very wide department in a hotel and one of the most important. The housekeeping department is the heart of the hotel, with the cleanliness that it offers, with the deco, and even with the entire ambiance that our staff has to offer to guests. So, as you know everyone is aware of what we are going to do. 
As the head of the housekeeping department, it is my responsibility to ensure that my team consistently provides outstanding service to our customers and meets every safety and health requirement that applies. Together we will strive to maximise our potential while protecting the company's image and complying with all applicable safety regulations.
We take pride and the way that we serve our guests. They have high expectations when it comes to the level of consistency, service, cleanliness, and standards of our rooms. It is an honour to serve them and make sure that their stay exceeds their expectations. Your job is not just to clean the rooms but it is to present them in a way that you would expect to walk into the hotel. Remember to take notes. 
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	Training Notes: After briefly describing our role in the hotel, I plan to give you an outline of what I want us to achieve throughout the course. The outcome of this lesson is to identify all the procedures and standards of the housekeeping department.
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	Training Notes:  The recent uptick in consumer complaints has prompted us to examine our cleaning practises and determine whether or not any changes are necessary. During this training, I hope we will make an effort to find the best solutions regarding the current problems of our department. 
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	Training Notes: I would like to bring attention to how important it is to have great customer service, which means being easy to talk to, friendly, and open to what customers want. We can do this in a variety of ways, such as by meeting them kindly, assisting them with their bags, and asking when there is anything else we can do for them. All of these things would make their stay here with us better. Way to provide excellent service to the customer can make him happier and more likely to want to return here. Make sure all appliances are clean, tidied up, and set up for the arrival of the guests. Perfect cleaning is so important. You are representing our brand and frankly the quality of your work.
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	Training Notes: Plan your tasks, be punctual, and be prepared. This job will require you to be a team player. If there are any problems or concerns with a guest ‘’Please’’ refer to me. When interacting with guests recognise them properly respect them and greet them nicely.
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	Training Notes: This is important. These include a specific cleaning t-shirt or dress. Clean and tidy pants. Close, comfortable, and safe shoes (no flip-flops or thongs ‘’Please’’) If you have long hair, please tie it back. If the people that work for us are untidy and unprepared, this directly reflects on the work that we are doing.
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	Training Notes: Health and Safety regulations must be strictly followed to maintain a safe workplace for employees and customers (Khadka and Murphy-Scanlon, 2018). Wearing protective equipment, using cleaning materials and tools effectively, and disposing of trash are just a few examples.
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	Training Notes: Personal protective equipment must be worn when using chemicals or performing tasks that require protective equipment. This must be reliable and tested to ensure that it works and is used in a safe environment. You could be putting yourself at risk if your safety equipment is the wrong size. PPE must be clean and intact, if you discover any issues with any PPE please do not use it and report to your line manager.
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	Training Notes: 
Chemical Knowledge: ‘’Please’’ be aware of the chemicals that you are using and use the right chemical on the right surface. 
Chemical Distribution: ‘’Please’’ make sure that you are using separate rags for the bathroom, room, and other areas. The last thing that we want is for people to get sick.
Chemical Safety: For your safety, never mix the chemicals. Always remember this training instruction.
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	Training Notes: Preparing, cleaning, and inspecting are the three phases of a comprehensive room cleaning. 
A Standard Operating Procedure (SOP) over maintenance is a recorded, step-by-step guide for carrying out all required cleaning tasks (Wijayanti et al., 2021). Maintenance and cleaning fall under this category.
Upon your arrival, you will gather your cleaning supplies from the housekeeper. Supervisors will then pass out your work orders.
· Make sure you knock at least twice while boldly announcing yourself ("Housekeeping“);
· (Do not enter "DND“);
· Open all the windows and pull aside the curtains to air the room;
· Clean the trash can;
· ﻿Remove all linens and put all dirty linens in the linen bin;
· Dusting all surfaces then replenish all in-room items;
· Check the functionality of all electrical units in the room (electric kettle, television, etc);
· Make the bed (every bed will be prepared identically, paying close attention to every detail);
· ﻿Clean the bathroom and replace all amenities and towels (always place the linens and amenities in designated areas);
· ﻿Vacuuming and Mopping;
· Spray air freshener upwards;
· Take one last look and you are all done.
This cleaning process should not take longer than 30 minutes.
Remember: Think about how you would like the room to look if you stayed in it.
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	Training Notes: 
Dusting: If you are working from the top and working way down, go around the perimeter. Pull things onto the floor because you are just going to end up vacuuming or mopping them up. 
Vacuuming: Follow the wall. Start at the back of the room and work your way out of the room. Always vacuum with a straight back. Vacuuming under beds, tables, etc. is essential. Make sure corners are clean as well.
Mopping: There is a technique to make sure that this is done quickly and effectively. Go around the perimeter and use S movements to work yourself out of the room.
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	Training Notes: 
The rooms should look beautiful as if you were staying in them. Just take it extra bit of care to make sure that it is a lovely place to be. 
Bathrooms: This is one of the most important elements of the room. Make sure you are using the chemicals because they will do the work for you. Display the amenities, make sure there is a full roll of toilet paper, and think to yourself ‘’How would you want this to be?’’.
You are our eyes and ears and the quality of your work is so important to our brand as well as the customer experience.
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	Training Notes: Thank you for your time and I look forward to working with you.
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When a customer gets good service, they are
motivated to come back. When current customers
are kept instead of being replaced, sales go up and
costs go down (Cottrell, 201%). Our customer
rate of return will be higher if the people we

already have are happy.

(Molko, 2014)
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