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In a hotel or other business facility, housekeeping plays a significant part in preserving cleanliness and arrangement. There are a number of fundamental abilities that one must have in order to be an incredible housekeeper. The following may be a list of some of the foremost basic abilities necessary to operate as part of a cleaning group.
Time management
Housekeepers are regularly anticipated to execute a predetermined list of duties on an everyday basis (Bridger, 2018). They need to be able to effectively manage their time in order to ensure that all of their duties are fulfilled in a convenient and successful way.
Cleaning
The ability to clean well is basic for work as a housekeeper. They ought to be able to clean up a wide cluster of messes that have been made on different sorts of surfaces. They ought to be skilled in the utilization of cleaning items, the operation of cleaning equipment, and the usage of suitable safety protocols.
Organization
In addition to being able to clean rooms and common spaces, housekeepers should also have the ability to organize them (Cottrell, 2019). They ought to be able to arrange objects on racks, hang clothing in closets and organise other components of a place that are both practical and aesthetically satisfying. 
Interpersonal skills
In order to provide extraordinary client benefits, create a healthy work atmosphere, and effectively resolve issues, great interpersonal abilities are exceptionally essential. It is critical for housekeepers to have strong communication skills, not just with clients and colleagues, but too with management.
Teamwork
Being able to work well with people and communicate clearly is essential since housekeeping is often a team-based task. Housekeepers need to be comfortable with listening to and following instructions, as well as pitching in to assist their coworkers when needed. 
Problem-solving
The capacity to rapidly and effectively find solutions to issues is very necessary for ensuring that operations operate smoothly at the hotel (Leiter and Bakker, 2010). It is the responsibility of housekeepers to diagnose and address any problems that may arise in the rooms or with the amenities provided to visitors.
Leadership
Managers and supervisors need to have good leadership abilities to inspire and motivate their team members to work hard. They should be able to successfully interact with staff, allocate responsibilities in an organised manner and give the housekeeping department with well-defined objectives. 
Communication
Communication is the capacity to deliver information in a way that is both clear and succinct. It is possible that housekeepers will be required to speak in person, by phone, or via email with other workers, customers, or suppliers (Mullins and Dossor, 2013). They will be able to transmit messages more effectively and make sure that everyone knows what they are saying if they have strong communication skills. 
Customer service
Customer service skills are essential for housekeeping supervisors and attendants because of the frequent interaction they have with customers and visitors. They should be able to deliver high-quality service to their workers, clients, and business partners, as well as professionally handle problems and address concerns.
Facility maintenance
Housekeeping supervisors require abilities in facility support in order to keep hotel rooms and public areas clean. These skills help ensure that hotel rooms are kept clean. They ought to be able to perceive issues and discover solutions in a prompt and compelling way. 
Performance management
It is the responsibility of the housekeeping manager to be able to present their staff with valuable feedback and to assist them establish individual goals for progressing their performance (Raghubalan and Raghubalan, 2016). This, in turn, may lead to a more beneficial group.
Training and development
The training and improvement of their staff is the duty of housekeeping supervisors. They should be able to plan the preparation program for the company’s representatives, which should incorporate themes such as how to handle hazardous circumstances, how to provide amazing client service, and how to clean viably.
Inventory management
It is critical for managers of housekeeping to have abilities in inventory management, especially the ability to keep track of and make a record of the cleaning materials that are required for each room. This could ensure that they have sufficient of each supply so their group individuals can complete their tasks effectively.
These abilities may be obtained through on-the-job training, involvement working in a housekeeping capacity, or through courses or certifications in hotel or housekeeping management. On-the-job training is the most effective way to acquire these skills. Candidates should highlight their expertise with cleaning and organizing during an interview, as well as any coursework or training that is relevant to the position, as well as any specific abilities or attributes that might make them a great contribution to the team.
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Component Two:
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?


	Delayed response of the complaint


	· Failure to promptly address the issue (Quick, 2020).
· Lack of proper communication.
· Failure to keep track of complaints.
	· Contact previously dissatisfied guests for a follow-up.
· Record all customer complaints.
· Communicate effectively with guests.
· Train staff to handle complaints effectively.
	· Managers or team leaders should record any guest complaints, including the date, the visitor’s name and room number and a detailed description of the problem (Casado, 2012).
· Team leaders should keep watching for recent visitor complaints on social media, review sites, online booking sites and in the local community.
	· Facilitating an open forum for team members to share their thoughts and concerns.
· The Lencioni model can be used to determine the underlying reasons of team dysfunction and conflict and improve team performance.
· Using employee engagement surveys to measure employee satisfaction and identify areas that need improvement (Fallon & Rutherford, 2010).

	
Poor customer service

	· Service cuts.
· Lack of attention to detail.
· Mechanical issues.
· Lack of communication (Ferdinand and Kitchin, 2017).
	· Listen to the guest’s complaint.
· Take a record of every complaint.
· Train the staff to handle complaints.
	· Acquaint the housekeeping crew with the importance of a room’s thorough cleaning before a new visitor arrives. 
· Set up a method wherein visitors may report problems with their accommodation upon check-in. 
· Inspect each room one last time before a visitor checks in to make sure everything is in working order (Johnston et al. 2012).
· Staff members should be trained to calmly and patiently address visitor issues.
	· Boosting the team’s resilience by encouraging open communication and creative problem solving when they face adversity.
· Using polling software like PulseMate to regularly assess team performance and morale. 
· Analysing staff performance indicators to learn where improvement is needed.
· Encouraging time management and using team-friendly techniques and tools.

	Insufficient preparation and training of hotel staff to handle guest complaints
	· Hotel staff may have a limited understanding of the typical complaints expressed by hotel guests.
· There is a possibility that the staff might lack the ability to tackle probable issues proactively.
	· They are going to conduct research on the typical errors that hotels commit and ways to evade them.
· Moreover, they will provide training to hotel employees to identify and address the usual issues raised by guests.
	· The hotel personnel will be trained in managing customer complaints through simulated scenarios (Jones, 2010).
· Engaging in situational simulations during training can be advantageous as it allows employees to witness instances of colleagues handling a dissatisfied customer.
· Moreover, getting involved in preliminary training can aid team members in feeling more comfortable when unusual problems arise.
	· A genuine apology and an offer that closely resembles what was anticipated should be extended to the guest pertaining to their complaints with the hotel’s service.
· It would be wise for them to pay attention to the number of guests who are inquiring about certain amenities, as this could possibly signify that future guests would also find those features appealing.

	
Lack of cleanliness

	· Due to the decrease in cleaning services, there is a shorter duration allocated for cleaning every room, which may lead to inadequate cleaning.
· Insufficient supplies of complimentary amenities, such as towels, toiletries and cleaning products.
	· Hiring more housekeeping staff to ensure that rooms are cleaned thoroughly and quickly.
· Implementing strict cleaning protocols to ensure that all areas of the hotel are regularly cleaned and disinfected.
	· They plan to put into effect a sanitization scheme that complies with the most up-to-date regulations regarding health and safety.
· Creating SOPs that may be followed by all members of the team to report possible dangers, enhance hotel cleaning routines and monitor maintenance concerns.
· Increasing hotel deep cleaning efforts.
· Instructing groups on acceptable practices and standard operating procedures.
· Detailing the steps used to clean various hotel locations.
	· It is important to specify the cleanliness requirements for each team member, including keeping their work area free of clutter, maintaining personal hygiene by washing hands regularly and adhering to established hygiene guidelines.
· It is important to establish clear expectations and ensure team members fulfil them by effectively communicating and enforcing accountability.

	


	
	
	
	




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: Emphasise the value of tidying up the hotel
It is the responsibility of the managers at the Premier Inn Basildon Hotel to educate their staff about the significance of thorough cleanliness in the workplace and the ways in which it reflects on the organization as a whole. A workplace that is clean and well-organized may have numerous benefits, including productivity, employee morale, and the level of satisfaction experienced by customers. It is essential to put effective cleaning processes into action since poor housekeeping practices are a common contributor to disasters in the workplace. 
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	Training Notes: Grooming, hygiene, and personal care for staffs
The personnel are obligated to dress presentably and to wear the company uniform at all times. In addition, they are responsible for maintaining the uniform’s cleanliness.  It is imperative that appropriate measures of oral and hand cleanliness be taken in this circumstance (Rogers, 2008). It is the responsibility of the management of the Premier Inn Basildon Hotel to offer their staff training to help them improve their manners and communication skills.  It is of the utmost importance to maintain open lines of communication with one’s fellow employees as well as with visitors. The members of the staff have a responsibility to be aware of the relevance of maintaining a professional attitude and appearance at all times.
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	Training Notes: Maintain hygiene
Employees should be given guidance on how to maintain a clean and orderly work environment. If they are shown the right way to put things away and manage them, maybe they will not make the same mistakes they did before. Trash and other combustible materials should not be allowed to accumulate in the workplace. Every day, combustible waste must be stored in metal bins with tight-fitting lids and disposed of in a fire-safe manner. Maintaining a neat and orderly workplace is an integral part of providing good housekeeping services. Every worker must do their part to maintain a spotless and risk-free working environment at all times. Things like aisle labeling, adequate storage, and routine maintenance are within their purview. 
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	Training Notes: Cleaning Techniques and Procedures 
It is essential that the housekeeping crew be knowledgeable on proper sanitization techniques in order to maintain the facility clean and free from the spread of illness. This area includes things like the right way to use cleaning materials, cleaning tools, and personal safety equipment (PPE) like gloves and masks (Sharma et al. 2019). Premier Inn Basildon Hotel housekeepers need to be well-trained and knowledgeable about the specific rules and regulations. It is vital to provide training to the employees of the particular hotel on vacuuming, mopping, dusting, and sanitizing. The managers need to be given proper training about the proper way to make beds and arrange linens. It is vital to keep surfaces like tiles and mirrors clean. It is essential to adjust particular cleaning methods, so that they may be utilized on a variety of surfaces.
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	Training Notes: Minimise waste
The staff at the Premier Inn Basildon Hotel should be taught how to dispose of junk appropriately and declutter their workspace. They require training in order to recognize and report destructive chemicals. They require instruction on how to use cleaning products and equipment safely. Employees require training on how to do thorough checks and preventative maintenance on machines. They need to be shown the proper channels for reporting malfunctioning or damaged equipment. 
	



	
[image: ]


	Training Notes: Effective time management
It is important for the employees of the Premier Inn Basildon Hotel to learn how to maximize the effectiveness of their time while they are on the job. In the hospitality industry, having strong time management skills is very necessary, particularly when it comes to cleaning guest rooms in a timely and comprehensive manner. It is the responsibility of the cleaning team to ensure that the spaces accessible to guests are clean and uncluttered. In order to ensure that guests are satisfied with the cleanliness of their rooms, training may concentrate on topics such as prioritization, time management, and output optimization (Tesone, 2010). 
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	Training Notes: Quality control system 
The surroundings have to be checked and counted on a regular basis in order to stay clean. The team leaders of the Premier Inn Basildon Hotel are able to contribute to the upkeep of the cleaning department by keeping records, organizing periodic walk-through inspections, documenting dangers, and providing staff training. It is extremely necessary to have a quality control system in place in order to maintain the proper degree of cleanliness at all times. During training, participants may be instructed on how to effectively inspect rooms, identify problem areas and provide members of the team with beneficial feedback. 
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	Training Notes: Effective communication 
It is essential for the housekeeping crew to understand the department’s objectives and how they fit into the wider context. In order to report any problems or assist with cleaning, employees at the Premier Inn Basildon Hotel must be able to properly communicate with management (Vallen & Vallen, 2012). The department’s communication with other areas of the hotel, such as maintenance and the front desk, is crucial to the hotel’s smooth running. The ability to clearly and concisely convey information to guests is essential in the hospitality industry. Professional and speedy complaint resolution for visitors, as well as effective communication with guests, colleagues, and supervisors, are all topics that might be included in such training. 
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	Training Notes: Assign individual responsibility and team accountability
In order for the property to fulfill brand and quality requirements, the management should define responsibilities and expectations to guarantee that cleanings are carried out in accordance with standard operating procedures (SOPs). If someone else is in need of assistance, one ought to make themselves available to provide it. When a mess is discovered, it must be cleaned up immediately to provide a pleasant stay for the guests.
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	Training Notes: Utilize a housekeeping checklist
In order to make it simpler for the housekeeping staff to work independently and accomplish all of the essential cleaning activities, the management should establish clearly defined objectives and processes for housekeeping (Wood, 2013). Checklists are an excellent tool for enhancing staff responsibility and maintaining data on cleaning in order to facilitate continuous quality improvement over time.
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i 7 MAINTAIN HYGIENE

- Employees should be given guidance on how to
maintain a clean and orderly work environment.

« Trash and other combustible materials should not be
allowed to accumulate in the workplace.

« Maintaining a neat and orderly workplace is an

integral part of providing good housekeeping
services.
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CLEANING TECHNIQUES AND
PROCEDURES

« This area includes things like the right way to use cleaning
materials, cleaning tools and personal safety equipment (PPE)
like gloves and masks (Sharma et al. 2019).

« Premier Inn Basildon Hotel housekeepers need to be well-
trained and knowledgeable with the specific rules and
regulations.

« It is vital to provide training to the employees of the particular

hotel on vacuuming, mopping, dusting and sanitizing.
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—. : MINIMIZE WASTE

« The staff at the Premier Inn Basildon Hotel should be
taught on how to dispose of junk appropriately and

declutter their workspace.

« They require training in order to recognize and report

destructive chemicals.

« They require instruction on how to use cleaning products

and equipment safely.
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— EFFECTIVE TIME MANAGEMENT

« It is the responsibility of the cleaning team to ensure
that the spaces accessible to guests are clean and

uncluttered. TI M E

« In order to ensure that guests are satisfied with the MANAGEMENT .
cleanliness of their rooms, training may concentrate

on topics such as prioritisation, time management and

output optimisation (Tesone, 2010).
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- QUALITY CONTROL SYSTEM

« The surroundings have to be checked and counted on a

regular basis in order to stay clean.

« The team leaders of the Premier Inn Basildon Hotel are
able to contribute to the upkeep of the cleaning department

by keeping records.

« During training, participants may be instructed on how to

effectively inspect rooms and identify problem areas.
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-, EFFECTIVE COMMUNICATION

« In order to report any problems or assist with cleaning,
employees at the Premier Inn Basildon Hotel must be able
to properly communicate with management (Vallen &
Vallen, 2012).

« The department's communication with other areas of the

hotel, such as maintenance and the front desk, is crucial to

the hotel's smooth running.
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SIGN INDIVIDUAL RESPONSIBILITY

AND TEAM ACCOUNTABILITY

« The management should define responsibilities and
expectations to guarantee that cleanings are carried
out in accordance with standard operating procedures
(SOPs).

« When a mess is discovered, it must be cleaned up

immediately to provide a pleasant stay for the guests.
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- UTILIZE A HOUSEKEEPING CHECKLIST

« The management should establish clearly defined
objectives and processes for housekeeping (Wood,
2013).

« Checklists are an excellent tool for enhancing staff
responsibility and maintaining data on cleaning in

order to facilitate continuous quality improvement
over time.
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- HASIZE THE VALUE OF TIDYING UP
‘ THE HOTEL

« It is the responsibility of the managers at the Premier
Inn Basildon Hotel to educate their staff about the

significance of thorough cleanliness in the workplace.

- A workplace that is clean and well-organized may

have numerous benefits, including productivity,

employee morale and the level of satisfaction

experienced by customers
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OOMING, HYGIENE AND PERSONAL CARE
) FOR STAFFS

+ The personnel are obligated to dress presentably and to

wear the company uniform at all times.

«+ It is imperative that appropriate measures of oral and hand
cleanliness be taken in this circumstance (Rogers, 2008).

« ltis the responsibility of the management of the Premier Inn
Basildon Hotel to offer their staff with training to help them

improve their manners and communication skills.




