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	Housekeeping
Housekeeping includes all tasks that involve sweeping, polishing, vacuuming, maintaining order, removing waste (such as paper and cardboard) from hotels and other properties, and keeping them clear of other fire hazards. Maintaining a highly desirable atmosphere and keeping the establishment as clean as possible is among the housekeeping duties in the case of hotels (Jasimuuddin. 2020). According to the manager of ‘Gleneagles Hotel’ in my opinion, housekeeping is the lifeblood of hotels, and problems with it, like those with our hearts, are not discovered until they become serious. The housekeeping staff is in charge of preserving the hotel's cleanliness. The executive housekeeper is in charge of the team, which is guided by housekeeping managers. Managers of housekeeping keep an eye on cleanliness standards through frequent inspections. Any hotel's housekeeping division might be thought of as the canter of the operation. Although a hotel's front desk serves as its public face, the housekeeping division makes sure that visitors want to come back because everyone appreciates clean, organized spaces. So, among the fundamental duties of housekeeping are:
· Maintaining restrooms
· Making beds
· Removing trash
Housekeeping Objectives
The housekeeping objectives are (Barclay. 2017):
Maintain the hotel's luxury interior.
Keep the hotel's cleanliness standards at a high level.
 To look after all the furniture, fittings, and fixtures in the hotel




To look after the linens and laundry.




Different Cleaning Tools & Chemicals that are used by housekeepers some of them are following
· Manual cleaning tools 
· Electric cleaning tools 
· Materials & Chemicals
Skills:
The skills that are required for the housekeeping are following:
Skills of Organizing
Housekeepers should have Organizing skills because they can better manage their workload and ensure that everything is stored in the proper location. This ability allows housekeepers to work more quickly, prevent lost items, and remember tasks (Aryicle. 2023). Housekeeper with organizational skills can arrange their workspace in a distinctive and organized way. To keep the space organized, housekeepers must complete a variety of tasks, such as setting up the wet bar and attractively folding and hanging towels. People who use the space will feel at ease and relaxed. When it is neatly organized and arranged.
Honesty
Housekeepers occasionally commit errors or have incidents while performing their duties. They may break a glass, crack a plate, tear a piece of furniture, or even rip a piece of clothing that belonged to a guest or the hotel where they work while doing the dishes. They must take responsibility for their error; explain what transpired, and take action to stop it from happening again (Klemchuk. 2014). The housekeeper who is on duty is irresponsible and wasteful if it happens again.
Focus on the details
A housekeeper must have the skills to pay attention to even the smallest details. They should be able to inspect a location to make sure that everything is kept in its proper location. Some housekeepers use their phones to take pictures of the area before their shift to ensure that everything is put back where it belongs.
Appearance and cleanliness 
The housekeeping staff is required to present themselves immaculately while on duty. Keep the uniform tidy, make sure housekeeping staff members have well-trimmed nails, and limit their use of dark or clear nail polish. Possess a neat and welcoming demeanour. It is a most important skill to hygiene yourself Keep a constant smile on your face and brush your teeth each day. Use breath freshener as necessary. Therefore, everyone like your personality and community easily (Sheik. 2016).
Skills in Using Equipment
In the housekeeping job, the housekeepers use a variety of household and cleaning types of equipment. Therefore, housekeepers must have skills to use different household and cleaning equipment (Huges. 2018). When housekeepers have different types of skills, they feel comfortable using washers, dryers, and irons, among other laundry equipment.
Clean up Equipment.
To properly clean guest rooms, housekeepers must be skilled in using specific tools like mops and vacuum cleaners. They must make sure that their cleaning carts are fully stocked with all required supplies to avoid wasting time going back to the department to get what they need.
Self-Control
As a housekeeper, you will be forced to restrain your emotions and rage and refrain from acting aggressively even in tense situations because the housekeeping job demands professionalism. To avoid giving the impression that housekeepers are dissatisfied with your work, your boss should always see a smile on your face. They cannot give their house to a cruel person; they can only give it to a happy employee. There is an important skill that in a job you will control your aggressiveness.
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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?


	
Did not serve a proper food

	The housekeeper did not serve proper food. There is no water and tea in the breakfast.
	When the guest comes to me with a complaint and tell me, the problem then I take responsibility for the problem and give the surety this not happen again.
	When I listen to this type of complaint then arrange a meeting. I told them Firstly every housekeeper show me how to serve the guests then go into the guest room.
	Incentives Offer: I will make a strategy for the housekeeping employee when they do a proper job and if I cannot get any complaints from the housekeepers then they get handsome incentives. 

	
There is no hot water

	According to the weather, there is no hot water come in the bathtub.
	When I listen to this type of complaint then I offer another room, which has every facility. I did not disturb the guest I resolve the issue. 
	In the future when the housekeeper will prepare a room for the guest then I will check it properly before giving the keys to the guest
	Create a team: I will create a team where the plumber, and electricians, are available every time the hotel manager faces this type of problem and then quickly resolve it.

	
No free WiFi is available

	At the time of reservation, it is mentioned that free Wi-Fi was available when I connect the Wi-Fi was limited
	I will apologize to the guest and I will assure them within twenty minutes this problem will resolve.
	I will work on this to make access able Wi-Fi. Every hotel area must have its own Wi-Fi so guests access it easily. 
	Easy booking website: Make a website that guests easily use the website because not every guest is well educated so make a website that everyone easily operates.

	
staffing issues

	Whenever I talk to the housekeeper he answers me with a rude attitude
	I Pay close attention to the guest's complaint. Regarding their rude attitude and five the surety that it will not happen again.
	I will quickly arrange a meeting where I will tell every housekeeping employee I receive this type of complaint if I listen to it again then the housekeeper will pay the penalty.
	The Re-Marketing strategy utilized: In this strategy, I can get in touch with potential customers who browsed our hotel website but did not make a reservation. I can reach out to these customers once more to remind them to make another reservation on our hotel website.

	Room temperature  


	The room temperature is very hot where the AC is not working
	I listen to the problem attentively and I will ask how many people are in the room if 2 people then I will change the room and I will apologize for the inconvenience.
	For the future I will make a strategy where the temperature is different in different flour if there is only one guest then gave the room on the 3rd floor if a person came with family they give the room on the first floor.
	Sales strategy for destination marketing: A hotel owner must work with other local tourism industry professionals to promote the destination as a whole to successfully implement this kind of sales strategy (tsvetkov. 2023). When the professional promotes a destination through this hotel, earns more revenue.
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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.

	Training of the Housekeeping
Brand Standards
Health and Safety











	Training Notes:
I welcome all the housekeeping employees to this training session. In this training session, all the employees will learn different things that our guests face a problem during their stay. Some new employees who recently joined the hotel also join us in this housekeeping session. At the end of the training, every employee knows how properly serve to the guest and how to manage them. Moreover, every housekeeping employee knows the brand standards how to maintain the hotel brand standards and the health and safety procedure how to maintain the health and safety procedure in the hotel.

	






The guest complaints
Did not serve a proper food
Room Temperature
Staffing Issues











	Training Notes:
In this session, we will discuss which problems the guests faced. In addition, how to overcome these problems. In the slide, I received a few problems in the last month. In this session, we will learn which talking style the housekeeping staff must maintain during their duty time. 
2: how to serve the guest food properly and two people must prepare a dish, which will serve the guest. One person prepares it and the other does the cross check and sure that the order is complete.
3: In this, we learn how to maintain the room temperature. Different rooms have different atmospheres. The ground floor temperature is normal so the if the guest reserve the for the family then gave the room on the ground floor because it is cooler than other floors room. If the room is, reserved for two people then gave the room on the first floor and if only one person reserves the room then gave the room on the 2nd floor.

	The guest complaints (Continue)
Free WI-FI Available
Hot Water











	Training Notes:

When the hotel mentioned that free Wi-Fi is available all the time. The housekeeping employee must make sure after free time the WI-FI works properly and if not work properly that contact me.
When I give some work like preparing, a room for the guest check everything like hot water check if it has not come then call the plumber to check every system properly. 

	
Brand Standards
Explain what is brand standards











	Training Notes:
In this session, we will discuss brand standards. Brand standards are, to put it simply, guidelines for how to represent your company. It is a way to define your brand clearly so that you can use it consistently. It enables you and your team to create a brand that is consistent across all platforms and recognizable to everyone. Brand standards are more common in large corporations and companies when there are many employees involved who need to be on the same page, but I think they can also be helpful for small businesses. It is a great way to set the tone of your brand and be open and honest about your objectives, even if you only use it for yourself.

	
	Brand Standards
Explain Hotel needs the brand standards














	Training Notes:
Hotel needs the brand standards
Define your visual identity and uphold professionalism throughout all of your brand's details and touchpoints to give yourself a framework to work within when expanding your brand into new markets. So, it's beneficial for any hotel or organization brand standards must be achieved.
	



	
Example of the Brand Standards
Is hotel is achieved or not








	Training Notes:
In this session, I will explain the brand standards with the help of a practical example in real life.  The Fairmont Windsor is a famous luxury hotel in the UK. It is a five-star hotel in the UK. Fairmont is a member of Accor, a leading supplier of added hospitality services with five thousand hotels and residences in one hundred and ten countries. Fairmont Hotel has achieved the hotel standards so everyone is familiar with their name. Therefore, brand standards are very important for every hotel industry.


	
Employee Engagement Model
Importance of Model
Hotel use this Model












	Training Notes:
By adhering to a model known as the employee engagement model, a company can create a work environment where its employees feel cared for, valued, respected, and trusted. Our hotel uses different models some of which are following
Model AON-Hewitt
The AON-Hewitt model places a strong emphasis on business outcomes as a critical outcome factor in ensuring high employee engagement. It is aware that motivated workers have an immediate impact on sales and client satisfaction (Armstrong. 2021). Larger businesses can benefit from the AON-Hewitt approach due to its crystal-clear Say, Stay, and Strive messaging.


	
Employee Engagement Model
Kahn's model










	Training Notes:
Kahn's model
The needs of each employee are prioritized according to this employee engagement model, which also takes into account how their jobs best utilize their skills. The main objective of the Kahn model is for each employee to feel secure enough to "bring their full self to work" and use special talents to produce exceptional results (Kang. 2014). Our hotel used these two models usually to give value and importance to the customers. Then the customers get the benefit and value then they work more properly and accurately.

	




HEALTH AND SAFETY PROCEDURE








	Training Notes:
Wear the Right Protective Gear
One of the most crucial occupational health and safety practices is wearing the proper protective gear. This is essential, especially if employees work in a hazardous environment (Balbir. 2020). Depending on the employee's line of work, provide might need to wear gloves, earplugs, a respirator, or other safety gear. Check that the equipment fits properly, and make sure you have the supplies you require (Arnold. 2022).
Being aware of electrical hazards is a common workplace safety practice. Check that all electrical outlets and cords are in good working order and avoid using any damaged extension cords or power strips to achieve this.
The hotel must consider all the health and safety procedures for the employees. 

	
Conclusion










	Training Notes:
The primary goal of this training is to tell the employees about the mistakes that the guest discuss with me that they face during their stay. At the end of the session, they learn from their mistakes and know how to treat the hotel’s guests. In the training session, the employees also learn the brand standards, health and safety procedures.	



References
· Armstrong., A. (2021). Aon professional services. Available at:https://corporatevisions.com/customers/aon-hewitt-case-study/. Accessed (14:5:2023). 
· Arnold. (2022). 5 essential pieces of health and safety gear for hotels.  Available at: https://sunlinesupply.com/blog/essential-health-and-safety-gear-hotels/. Accessed (14:5:2023). 
· Balbir., A. (2020). Importance of PPE kits in hotel industry.  Available at: https://hospitality.economictimes.indiatimes.com/news/speaking-heads/importance-of-ppe-kits-in-hospitality-industry/75553093. Accessed (14:5:2023).  
· Cohen., J. (2014). 5 proven methods for self-control. Available at https://www.forbes.com/sites/jennifercohen/2014/06/18/5-proven-methods-for-gaining-self-discipline/?sh=77035b813c9f Accessed (14:5:2023).
· [Fairmont Windsor]. Fairmont Windsor Hotel. Available at https://www.fairmont-windsorpark.com/ Accessed (14:5:2023).
· Kang., J. (2014). A model of hospitality employee’s engagement. Available at: https://digitalscholarship.unlv.edu/cgi/viewcontent.cgi?article=3103&context=thesesdissertations.  Accessed (14:5:2023).  
· Neil., S. (2023). Hotel make emotional to new brand standard. Available at https://skift.com/2023/01/10/hotels-make-emotion-the-new-brand-standard/. Accessed (14:5:2023).   
· Radley., M. (2023). How to maintain brand standards in hospitality industry. Available at: https://trailapp.com/blog/brand-standards-in-hospitality. Accessed (14:5:2023).  
· Tieperman., J. (2023). 15 skills you need to be a good housekeeper. Available at https://www.wikihow.com/What-Basic-Skills-Do-You-Need-to-Be-a-Good-Housekeeper Accessed (14:5:2023).
· Ubongeh. (2022). 10 occupational health and safety procedures you need to know. Available at https://hsewatch.com/occupational-health-and-safety-procedures/  Accessed (14:5:2023).
image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




