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The housekeeping department in a hotel can influence the reputation of a hotel and has an important role in customer satisfaction. Although it is an important department in the proper functioning of the hotel, finding suitable employees with the necessary skills to carry out housekeeping work is not easy. This student journal presents the skills required for the housekeeping employee required based on industry examples and personal experience and reflections. 
The duties of the housekeeping department can vary on each hotel, but the general responsibilities are cleaning of guest rooms, corridors, public spaces, employee locker room or spas. In an ever changing and upgrade industry, the responsibilities of the department became more diverse, such as, the interest to achieve the quality standards, interaction with guests and more respect for the environmental in the cleaning process (Yilmaz, 2017).
In any job announcement for a guestroom cleaning attendance, the following necessary skills are mentioned: positive attitude over challenges, high energy and organisational skill through busy times, teamwork being essential, ability to impeccable clean the rooms to be in concordance with the hotel standards and properly use of the provided equipment (Caterer, 2023). 
The article of Zamudio and Lichter (2008) explains that the team of a hotel is multicultural, housekeeping department not being an exception, the emigrants being part of it which are appreciated for their attitudes towards work, work ethic and interactions skills, even the language skills are not the best. Mullins and Dossor (2013) states that for a group to be able to work as a team, good communication is essential for the individuals to cohesion, even if they don’t work close to each other. In my experience during placement, the colleagues in the cleaning team had different nationalities: English, Polish and Romanian who seemed to work well in team, helping each other, for example if something was missing from trolley, they were borrowing things from colleagues. The fact that the foreigners' English was not perfect did not affect communication, I even observed them having discussions during the break or talking with the guests. 
In general, a cleaning employee has a target to clean a room and several rooms imposed per shift. In the specialty literature, it is shown that the average is 12-18 rooms per day, and the time allocated to a room is 30 minutes (Vallen and Vallen, 2013). The time allocated in Marriott Hotel, where I had the placement, to clean a room is 28 minutes, no matter how dirty it is. This can affect the quality and the customer's waiting time for the room to be ready, influencing his experience. Some hotels offer a credit of $50 to be used in the food and beverage department in case the room is not ready on time (Buyun, 2020). In my case I had a remarkable experience, when we had our holiday in Cornwall we arrived before check-in hour, but our room was ready, and we could rest after the long trip. In my opinion, the necessary skills to finish cleaning the room before the client arrives at the hotel are rapidity, focus on quality and resistance to stressful situations.
Room cleanliness is an important decision factor, 60% of the customers checking this aspect, checking the reviews on the online travel platforms and 71% of them expecting to find an above average cleanliness (Hospitality Net, 2018). The room attendants from Marriott Hotel Portsmouth they must check that everything it is in order before marking the room as done. I could not say the same thing when I was traveling this year in Devon and we selected Premier Inn, a double bed and extra mattress for our stay. At the first impression we liked the room, was clean and smelled fresh, but when we wanted to use the extra mattress, this was full of mould and spotted. In my opinion, the person who was cleaning the room did not pay attention to the details and maybe did the work in a hurry, and not checking all facilities that had to be cleaned.
In conclusion, a clean and comfortable room has an important role to achieve customer satisfaction, therefore hotel managers realize more and more how important an engaged employee is. To make the employees come to work with confidence, enthusiasm, to become dedicated and to work at their best capacities, the companies offer them different benefits (Bakker and Leiter, 2010). For example, Marriot Portsmouth employees were offered a week to be appreciated ‘Associate Appreciation Week’ and the chance after that to express their opinion with the scope to improve it, discounts at different stores and within the hotel chain.
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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?


	
A complaint was received about room cleanliness.


	
Language barrier between room attendant and supervisor
	
First, I will apologize for the discomfort created and resolve the problem, clean again the room or if possible, offer a different room, as well offer to the customer a tea or coffee while waiting.
	
In the future I will make sure that all employees can understand the tasks necessary to complete the job.
	
To improve communication and increase efficiency, I will offer the employees who do not do so well with the English language translations of the expressions and terms most often used in this department in their native language for a quicker understanding.

	
The guest arrived and room was not ready.

	
Not enough staff or people unsuitable for the job requirements
	
Apologise to the customer an let him wait in the restaurant or offer him a different room if available
	 
Review the process of the cleaning, time allocated for each room and check if staff it is enough and well selected for the jobs needed.
	
Check in advance the hotel occupancy and the staff required to make sure all the rooms are ready on time. Offer a list with rooms that need to be prioritise, to avoid these things to happen in the future. 

	
Hotel standard has not been met 
	
Towels and bathrobe were missing from the room
	
I will make sure that the missing towels and bathrobes have been brought to the room so as not to create further inconvenience
	
I will ensure that the stock of missing items is available and clean for the room attendants to easily supply the trolley when needed
	
I will add more and visible information on the training about hotel standards, therefore will not be missed for the next tasks. 




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:
Hi all, it is good to see you all together. Probably you are all wonder the reason why we gathered today. Because of a customer complaint about housekeeping, I was thinking that a refreshment of the standards that we operate, the process we follow, and the expected relationships will be a good idea to avoid these unpleasant things to happen for everyone, for us and for the customer.
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	Training Notes:

I don't want this training to take too much time, therefore I will be as concise as possible and I will do my best to offer clear and useful information, and if you have any question feel free to ask. What you see now on the screen it is the structure of this training, so everyone can see what to expect for a better understanding.
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	Training Notes:

We are a 4-star hotel that we have created a brand reputation overtime through our facilities and quality services provided to our customer by creating positive emotions. To keep our place in the market competition and to achieve customer satisfaction, even if the contact of our department it is not direct and constant with the customer, housekeeping contribution it is not an exception. The customer expects what we promised to provide to them: clean and hygienic rooms, comfort, and high standards.  Why customer satisfaction it is important? A happy customer it is a customer that returns, which bring to the company benefits, such as financial. This is the reason why engaged employees are important, being committed to keep our promise and transmit the company values. We are a 4-star hotel that we have created a brand reputation overtime through our facilities and quality services provided to our customer by creating positive emotions. To keep our place in the market competition and to achieve customer satisfaction, even if the contact of our department it is not direct and constant with the customer, housekeeping contribution it is not an exception. The customer expects what we promised to provide to them: clean and hygienic rooms, comfort, and high standards.  Why customer satisfaction it is important? A happy customer it is a customer that returns, which bring to the company benefits, such as financial. This is the reason why engaged employees are important, being committed to keep our promise and transmit the company values.
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	Training Notes:

Before starting work, you must make sure that you are prepared: the uniform is clean and the badge is visible, you have a list of the rooms that you must clean during your shift, the room checklist must also be ready. Examples for the uniform and lists are visible in the pictures in this slide, to be sure we know what we need. Is something missing or you have questions the best person to ask it is the floor supervisor. 
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	Training Notes:
	
Is your trolley equipped with everything you need? Cleaning products, cloths, and protective equipment. Do you have everything you need to change the bedding: clean pillowcases, sheets, duvet covers? Don't forget coffee, tea, cups, spoons for the bar and the leaflets. But for the bathroom, is the trolley supplied with enough towels, robes, toilet paper and consumables such as soap, shampoo, air freshener. Don't forget the garbage bags for dirty linens.
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	Training Notes:

One thing that it is important to talk about it is the substances used to clean the rooms. even if they are detergents, degreasers, abrasives, or acids of the best quality, it is essential that they are used according to their instructions, not to have negative influence on the health and safety of our employees and guests. In our daily process we are using:
- R1 - bathroom cleaner and sanitiser.
- R2 - general purpose cleaner.
- R3 - glass cleaner.
- R4 - furniture maintainer.
Before use these substances required to be diluted appropriately, and the coloured cloth used as presented in the pictures.
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	Training Notes:

To be productive and perform the work to standards, these tips on performing the room cleaning process can make the process safer and more efficient:
- sanitary areas are cleaned first inside and then outside.
- when wiping the dust, start with the top of the furniture.
- the room is cleaned the first time from the furthest point from entry.
- gloves, cloths, or other equipment are necessary to be used for personal protection.
- using detergents only as much as is necessary to avoid waste, costs and to protect the environment. Every step it is detailed and explained in the Standard Operating Procedure (SOP), which each of you will receive a copy after this training.
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	Training Notes:

We want you to know that you are important and valued for our company. The work that you need to do it is not easy, room cleaning being physically demanding, exposure to chemicals and sometimes stressful due to amount of work, time allocated or complicated relationship within team. We wish to avoid that these things to affect you long term and to improve the process to be as possible health safe and enjoyable, creating a good relationship with colleagues and superiors.
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	Training Notes:

It is important to know that we respect your human rights at our Trinity hotel, if you feel harassed by colleague, superior or even a guest or you have any discontent regarded any problem we are here to listen and help. We have diverse channels to support you, or you can speak directly with your manager, it is your choice what option it is suitable for you. To show the company's respect for its employees, we have 2 programs that are running currently. Monthly "Associate of the month" where the effort made in the proper functioning of the job is recognized and rewarded with the sum of 100 pound. And through 'Associates Awareness Week' we celebrate the employee as an important part of our company for a whole week. If you have questions, concerns, or proposals to improve the process, this is the right time to discuss them.
And to get to know us better as a team and to socialize, I invite all my colleagues to a BBQ on Friday at 7pm, personally organized by me.
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	Training Notes:

This training was designed based on information from professional sources, shown in the list of references.
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                                         Are you ready to start?   • Clean uniform and visible batch; • Room list that needs to be cleaned; • Housekeeping checklist; • Well - equipped trolley.          (Harman, (2022); Mehrez , Israeli and Hadad , (2000))
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            You have everything you need to start?    ( Jubaedah , Rohaeni and Rinekasari , (2019); Webstaurant Store (2023 ))
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                           How to use the chemical solutions and the equipment provided? • R 1 - bathroom cleaner and sanitiser • R 2 - general purpose cleaner . • R 3 - glass cleaner . • R 4 - furniture maintainer . (Jones, (2007); Hotel Tutor (2023 ))            
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            Effective cleaning process • 'inside out' cleaning; • from high surfaces to the lower ones; • start from 'back' of room to the 'front'; • protective clothing; • properly use of chemicals. (Wood, (2013); Ni Kadek Anik Evryastuti et al. (2022))   
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            Employee empowerment Job demands - Challenging job • heavy and repetitive physical strain • chemical and biological hazards • psychosocial hazard; (Bakker and Leiter (2010); Hsieh, Apostolopoulos and Sönmez (2016))   
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                 Employee empowerment Jobs requirements • Respect for employee; • Associate of the month; • Associates Appreciation Week; • Team meeting - BBQ (Bakker and Leiter (2010); Marriot International Serve 360 (2017); Enz and Siguaw . (2000); Kanner (2023))      
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