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In the following student journal, I am going to share my personal experiences through my placement and my previous job at a hotel as a housekeeper and linen porter. I had the chance to investigate the essential skills required for working in a housekeeping team. As a student, I am eager to learn about all aspects of this profession and to gain an understanding of the crucial abilities that are essential to a successful housekeeping team. Here are the essential skills I discovered: Having an acute eye for detail is a fundamental ability in housekeeping. A member of the housekeeping staff must pay close attention to hygiene and ensure that all rooms and common areas are carefully cleaned, organised, and well-maintained (Raghubalan & Raghubalan, 2015). Attention to detail enables the identification and resolution of the most minor issues, thereby assuring a high level of cleanliness. I can remember when the room was cleaned, we usually had the manager came in the room, checked everything is up to the hotel’s standard and if there was even a tiny dust or mark, we were called back immediately to resolve the issue. The next two are the most essential, in my opinion, and in my experience, they took a part in my actual workload by approximately seventy five percent when I cleaned rooms or provided colleagues with clean linen. These abilities are time management and physical stamina. Housekeeping teams frequently face time constraints, particularly in hotels and other high-traffic environments. To complete tasks within allotted timeframes, effective time management skills are crucial (Casado, 2012). It is essential to prioritise tasks, effectively manage resources, and maintain a consistent workflow in order to meet visitors' expectations and maintain a clean environment. As a result, housekeeping is physically demanding work that requires extended periods of standing, walking, and performing routine tasks (Jasimuuddin, 2021). This is especially true when cleaning rooms or changing the sheets on king- or queen-sized duvets that are extremely large and heavy. Physical stamina and endurance are required to perform daily cleansing tasks without sacrificing quality. Regular exercise, a healthy lifestyle, and correct body mechanics all contribute to the physical fitness required for this position. When I first began working as a housekeeper, every day was a challenge because I had a large number of departure rooms that needed to be thoroughly cleaned, and sometimes the rooms looked extremely filthy, and I had a limited amount of time to do them. It was not easy until I had cleaned a large number of rooms and gained some experience, either by myself or from colleagues who gave me some tips to make my job easier and faster. And another essential ability is communication. Working on a housekeeping crew necessitates effective communication with team members, supervisors, and occasionally visitors (Slater,2010). Clear and succinct communication facilitates task coordination, problem reporting, and departmental collaboration. In order to ensure that duties are completed to the required standards, it is also necessary to have excellent listening and instruction-following skills. Also, there are two additional essential skills, which I would say relate to the previously mentioned ones, specifically time management and communication. Problem-solving is one of them (Paech, 2023). The housekeeping staff frequently faces unforeseen obstacles, such as spillage, stains, and maintenance issues. Developing abilities to solve problems is essential for effectively addressing these issues and locating appropriate solutions (Cottrell,2022). Maintaining a clean and effective environment for visitors requires flexibility, creativity, and a proactive attitude. Last, but not least adaptability and flexibility are crucial for housekeeping teams, which operate in environments where priorities may change frequently. It is essential to be adaptable and flexible in order to accommodate shifting schedules, visitor requests, and unforeseen circumstances. A willingness to acquire new cleaning techniques, utilise different equipment, and adapt to changing conditions contributes to the team's overall success. In conclusion, the examination of the skill keys necessary for working on a housekeeping team has yielded valuable insights into this field. A successful housekeeping team requires attention to detail, time management, communication skills, physical stamina, problem-solving skills, and adaptability. As a student, I recognise the significance of cultivating these skills in order to excel in the field of housekeeping and effectively contribute to the success of a team.
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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?


	
The room not cleaned properly.
	Miscommunication or inadequate training. The housekeeping staff might not have been trained properly or informed about the specific requirements and standards for cleaning a room.
	Offering new option. By offering a new room and some discount off the booking might going to make the guest feel better and might restore some faith.
	Talk and train. Having a good team is not enough, but having a good team who are always trained and communicate between each other is the key. A well trained and talkative team will prevent this problem in the future.
	Teambuilding trainings and events. By making teambuilding events, such as time off together doing activities and training the team together will make a more effective team.

	The guest submitted a complain.


	Inappropriate service.
The guest received a dirty, not properly cleaned and inspected room after their arrival and check-in.
	Apology and communicate. I am personally going to apologise and offer all the above and offer some other discount to make it up to the guest.
	Analysing complaints. By analysing the complaints with the team always gives and idea what went wrong and what leaded to the complaint, I will analyse complaints time by time with the team to reduce bad comments and decrease the number of complaints.
	Complaint solving sessions. By giving the opportunity to the employee to take training on complaints and understands them, in the future the team will work together to solve all the complaints as a team and not as individuals.

	The hotel’s reputation decreases due to a complain,


	Complaint and unsatisfied guest.
Unsatisfied feedback always has an impact on the hotels reputation and brand as their success always depends on reputation
	Communicate with the team about reputation. I would talk to the housekeeping team who in charge for this complaint and explain them how important is not to get any complaint as this can impact the hotel’s reputation and with continuous complaints people can lose their job.
	Action plan and communication. I am going to make and action plan what can cause bad reputation or what will gain good reputation, by this in charge all the team will know what has impact on the hotels reputation and everybody can make sure everything going right.
	Group trainings on reputation with a leader. Being a boss not always build a good workplace but point a leader who has love from other team members and have an impact on sharing thoughts and ideas can increase work morale and increase the hotel’s reputation too.

	Guest feeling let down by the hotel after giving faith and book with them to receive a dirty room.


	Trust given by guest and being let down with no care. The guest received a dirty room even though the housekeeping manager or anyone in charge should have double checked if the room is ready for arrival.
	Offer and communicate. As above mentioned, I will personally offer a new room with some extra features free of charge to restore faith and make the guest honoured to book with our hotel.
	Increased customer care. With increased customer care and periodically check-ups, we can completely gain customer trust and good experience as high as the customer expects it when make a booking.
	Increased customer care and problem-solving tactics. Giving a group training how to make up guest expectation after a complaint or a bad experience is very important and can help reducing problems or complaints left unsolved.

	


	
	
	
	




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:
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	Training Notes:
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	Training Notes:I am going to introduce myself as the Floor housekeeping manager, explain what they are going to do and also how important the quality they do as a housekeeper. Cleanliness, well presented rooms are crucial to remain the hotels reputation. Make them understand to follow all health and safety procedures as per the hotel.
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	Training Notes:As above stated, Esteban Kolsky’s research shows, only 1 in 25 unhappy customers complains to us directly, the rest either tells it to all relatives and friends or goes to the web and leave bad reviews or both. Acknowledge this will make the team understand how important is their job, how this can impact the hotels reputation, their manager reputation or even their employment at the company. The purpose of this training is to show to everybody who wants to be a housekeeper, how to solve problems, how to apologize and how to have the Problem-Solving Perfection.
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	Training Notes: On this slide I will explain how I expect them to clean their department, either it is just a toilet or a important room for a very special guest. I am also explaining to the linen porter to be very responsible for stockings as the cleaners depend on the stock of fresh linen provided in the storage room, it is a very hard job, I also used to be a linen porter as my first job. I will mention the key elements needed as I have experienced, Attention to detail is a must as a tiny mistake can ruin a beautiful room, time management is very important as the rooms need to be cleaned under a certain time, cleaning technique is very important as doing the wrong technique can lose you time, while using the right technique you might finish earlier than you expected it. The last I would like to mention is the most important to keep a balance is physical stamina to stand all the dirty rooms, clean them on time, do several rooms in 1 hour is physically demanding so it is a must to have power.
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	Training Notes: Hotel reputation management is very important to keep the business running with competitors as having bad standards will damage the hotel’s reputation in the long run (Lacalle, 2021). As the housekeeping manager I need to make sure my staff is well presented and have a well-maintained appearance. Appropriate uniform will be provided by the hotel and is a must to wear, black shoes also crucial. Appearance is also important as dirty or not well-presented employees will damage the hotels image and may cause bad experience to the guest. Rules and guideline to be followed all the times, this can include no loud music while cleaning, warmly greet guests and use machinery and the cleaning equipment safe and as it has to be used. With keeping an eye all of the above nothing unnecessary could happen.
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	Training Notes: Standard health and safety hazards can be fire and electrical shock, food safety management and cleaning issues. If anyone sees any potential risk need to contact me straight away and come to me explaining what is the problem, then I will use a specific action plan to sort the issue. With continuous documentation we can be up to date and with previous experience we can sort issues easier and also these can be used as a training file to new or existing housekeepers. Every hotel has an action plan for emergencies, for example some hotels have first aid trained staff in case of an emergency which is more than helpful in hard situations, like burnt skin or irritated eyes. Following these plans in place will reduce bad thing happen, also communication is key so do not hesitate to contact me in any Health and Safety emergency (Tiernan, 2022).
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	Training Notes: Introducing employee engagement models will make your employees more worthy and happier to work for the company, they feeling more respected and more engaged, employees that are not engaged at work can cost much more than you think (Raudys, 2023). The Zinger model focuses on essentials every human needs, such as enchance wellbeing, make meaning to find purpose in the job, grow their individual strengths. The AON Hewitt Model focuses on more basic things such as performance, brand, company practise or leadership and combines these into a work model to help to see the business outcomes. The Deloitte Model focuses on employees to find the meaning in their work. Give employees opportunities to raise their voice, opportunity to company sponsored projects or just enforcing time off to prevent burn out.
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	Training Notes: Every employee must understand the importance of well-maintained communication and teamwork is. As stated above the team must cooperate to get the best results. Effective collaborating will also allocate problems much faster and together these can be solved much easier. I will explain how important guest satisfaction with giving examples of situations when employees worked together to serve a customer needs or sort their problem, like I had a concern from a customer stated they have no fans in their room, so I just called up an employee and he just delivered a fan quickly and the concern was resolved in less than 5 minutes. Problem solved; guest happy.
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	Training Notes: I am going to quickly read through all the slides, summarise them and send a hard copy for everyone. I am open for questions, suggestions or conversations if anyone wants to clarify anything. Thank you for your attention.
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Introduction

Hotel housekeeping is a vital element. Strict hygiene is a criteria that must be met. It is common to believe that housekeeping
consists solely of an employee coming in to change the sheets and provide fresh linens. However, a housekeeper has additional
responsibilities. It involves inspecting appliances, bringing items to visitors as they request them, and ensuring their comfort. The

majority of the earnings of a hotel originates from the rooms, so housekeeping is a top priority (Burdo, 2018).

Training Notes: | am going to introduce myself as the Floor housekeeping manager, explain what they are going to do and
also how important the quality they do as a housekeeper. Cleanliness, well presented rooms are crucial to remain the hotels
reputation. Make them understand to follow all health and safety procedures as per the hotel.
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Purpose of the Training

According to the research of Esteban Kolsky (Kolsky, 2015) , only 1 in 25 dissatisfied consumers will complain directly. And 13% of
unhappy consumers will tell 15 or more people about their negative experiences.

Training Notes: As above stated, Esteban Kolsky’s research shows, only 1 in 25 unhappy customers complains to us directly, the rest either tells it to
all relatives and friends or goes to the web and leave bad reviews or both. Acknowledge this will make the team understand how important is their job,
how this can impact the hotels reputation, their manager reputation or even their employment at the company. The purpose of this training is to show
to everybody who wants to be a housekeeper, how to solve problems, how to apologize and how to have the Problem-Solving Perfection.
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Main Housekeeping tasks, key elements

Rooms: Cleaning and sanitising rooms, remake stay over guest's beds or just freshen up their room, if they requesting it.

Laundry: Most hotels use and off-site laundry service to get their sheets and linen cleaned, linen porters collecting the dirty linen
into a trolley to give away to the laundry service.

Public Areas: Public areas, such as the hall, restaurant area, toilets or corridors need to be cleaned and sanitised occasionally just
as a normal room would be.

Linen Room: This Room is for every housekeeper to use as you will keep your cleaning trolley here, fresh linen will also be storage
here. The main task here is for the Linen porter, who needs to keep an eye on stock levels.

Training Notes: On this slide | will explain how | expect them to clean their department, either it is just a toilet or a important room for a very special
guest. | am also explaining to the linen porter to be very responsible for stockings as the cleaners depend on the stock of fresh linen provided in the
storage room, it is a very hard job, | also used to be a linen porter as my first job. | will mention the key elements needed as | have experienced,
Attention to detail is a must as a tiny mistake can ruin a beautiful room, time management is very important as the rooms need to be cleaned under a
certain time, cleaning technique is very important as doing the wrong technique can lose you time, while using the right technique you might finish earlier

than you expected it. The last | would like to mention is the most important to keep a balance is physical stamina to stand all the dirty rooms, clean them
on time, do several rooms in 1 hour is physically demanding so it is a must to have power.
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Hotel reputation, Brand standards

-Appropriate uniform fo be used all time during work hours
-Guidelines to be followed all the times
-Appearance to a high standard

-Rules to be followed all the times

Training Notes: Hotel reputation management is very important to keep the business running with competitors as having bad
standards will damage the hotel’s reputation in the long run (Lacalle, 2021). As the housekeeping manager | need to make sure my
staff is well presented and have a well-maintained appearance. Appropriate uniform will be provided by the hotel and is a must to
wear, black shoes also crucial. Appearance is also important as dirty or not well-presented employees will damage the hotels image
and may cause bad experience to the guest. Rules and guideline to be followed all the times, this can include no loud music while
cleaning, warmly greet guests and use machinery and the cleaning equipment safe and as it has to be used. With keeping an eye all
of the above nothing unnecessary could happen.
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Health and Safety

Health and safety is an essential aspect of any workplace, as it is of the highest priority to keep both employees and visitors secure
(Shoes For Crews Europe, 2017).

- Handling potential Hazards.

- Maintain a safe and healthy environment for both staff and guests.
- Document hazards in the hotel’s environment

- Followed action plan if emergency happens

- Communication to the manager

Training Notes: Standard health and safety hazards can be fire and electrical shock, food safety management and cleaning issues. If anyone
sees any potential risk need to contact me straight away and come to me explaining what is the problem, then | will use a specific action plan
to sort the issue. With continuous documentation we can be up to date and with previous experience we can sort issues easier and also these
can be used as a training file to new or existing housekeepers. Every hotel has an action plan for emergencies, for example some hotels have
first aid trained staff in case of an emergency which is more than helpful in hard situations, like burnt skin or irritated eyes. Following these
plans in place will reduce bad thing happen, also communication is key so do not hesitate to contact me in any Health and Safety emergency
(Tiernan, 2022).
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Employee engagement models

- The Zinger Model: The structure of David Zinger's employee engagement paradigm is pyramidal. It
emphasises the value of employee engagement and the significance of employee requirements, such The Pyramid of Employee Engagement Actions for Managers
as well-being and meaningful work, before focusing on results. Each "building block" of the pyramid  rigue .mme aon Hewit Empteyes Engagement ol
represents an essential element for fostering workplace engagement (Raudys, 2023).

- The AON Hewitt Model: The Aon Hewitt employee engagement model combines business outcomes. It
acknowledges that employee engagement has a direct impact on the organization's metrics, from
guest satisfaction to revenues and beyond (Raudys, 2023).

- The Deloitte Model: The basic idea of the Deloitte employee engagement model is to develop a
workplace that is "irresistible" to employees, this includes a place where employees desire to work
every day (Raudys, 2023).

Training Notes: Introducing employee engagement models will make your employees more
worthy and happier to work for the company, they feeling more respected and more engaged,
employees that are not engaged at work can cost much more than you think (Raudys, 2023). The
Zinger model focuses on essentials every human needs, such as enchance wellbeing, make "
meaning to find purpose in the job, grow their individual strengths. The AON Hewitt Model L i
focuses on more basic things such as performance, brand, company practise or leadership and )
combines these into a work model to help to see the business outcomes. The Deloitte Model
focuses on employees to find the meaning in their work. Give employees opportunities to raise
their voice, opportunity to company sponsored projects or just enforcing time off to prevent burn
out.
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Communication and Teamwork

Hotel housekeeping is a team task, and teamwork cannot be valued enough. To ensure that guest rooms and public
spaces are cleaned and maintained to the highest standard, effective collaboration is essential.

- Coordination: Staff must work together as a team to ensure every rooms cleaned and maintenance effectively (Happyandclean, 2023).

- Quality Control: By collaborating, the housekeeping staff may locate areas for enhancement and address any potential problems
(Happyandclean, 2023).

- Guest Satisfaction: When housekeeping employees collaborate effectively, they are capable to respond swiftly and efficiently to guest
queries and concerns (Happyandclean, 2023).

- Efficiency: The housekeeping staff may split duties and work more efficiently if they collaborate. This speeds up the completion of

duties, helping the hotel to maintain an excellent standard of service while reducing expenses (Happyandclean, 2023).
Training Notes: Every employee must understand the importance of well-maintained
communication and teamwork is. As stated above the team must cooperate to get the best
results. Effective collaborating will also allocate problems much faster and together these
can be solved much easier. | will explain how important guest satisfaction with giving
examples of situations when employees worked together to serve a customer needs or sort
their problem, like | had a concern from a customer stated they have no fans in their room,
so | just called up an employee and he just delivered a fan quickly and the concern was
resolved in less than 5 minutes. Problem solved; guest happy.
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Conclusion and Question & Answer

| am going to summarise everything | said in the training.

Main Housekeeping tasks, key elements are very important, and | expect everyone to follow and use them in their everyday
work.

Hotel reputation and Brand standards, Very important component as this is the heart of a business, good reputation keep it alive,
bad reputation destroy it. Keep it simple and always follow the standards the hotel has in place.

Health and Safety also very important as a tiny issue can end up as a big disaster, please always follow the measures and
always report to me with any suspicious you see, keep checking the documentation to update your knowledge.

Employment engagement models, are for the well-being of the staff, it gives a slight understanding how individuals can strength
their skills, how not to burn out, or how to have a calm and peaceful environment in place.

Communication and teamwork, Very important slide, please pay attention to your co-workers, work in teams, cooperate and sort
issues as a team, not as an individual, it helps a lot.

Training Notes: | am going to quickly read through all the slides, summarise them and send a hard copy for everyone. | am open for
questions, suggestions or conversations if anyone wants to clarify anything. Thank you for your attention.
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