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	Housekeeping in a hotel business refers to the job of the overall maintenance of the hotel for the comfort and pleasure of its patrons. It requires all the aspects of cleaning as well as the supply of necessities for the customers (O’fallon and Rutherford, 2019). Maintaining a respectable and renowned hotel business is an indispensable part of hotel management. Important skills required for working in a housekeeping team are-
Operational Skills
One of the most important responsibilities of the housekeeping team in a hotel is the maintenance of cleanliness and a generally safe environment. For this reason, a housekeeper’s job is to manage neatness by cleaning regularly. A housekeeper should be proficient in cleaning rooms, sweeping floors, sanitising bathrooms, making beds, and ensuring a regular supply of toiletries, bed sheets, towels etcetera (Huppatz, 2017). They should also be comfortable with using different cleaning equipment. Adequate knowledge of personal hygiene is imperative for the proper execution of the job. To ensure a general aesthetic environment, a housekeeper should know about basic interior management.
Collaborative Skills
To be a helpful and active member of a team, a housekeeper must cultivate some skills which would ensure their productivity in the group. Cultivation and maintenance of collaborative skills are therefore indispensable parts of housekeeping. A housekeeper should always maintain healthy communication between team members to ensure their roles in the team (Cas Czetyrbok and Hogg, 2015). They should always manage their responsibilities in their allocated time. Since housekeeping is a stressful job, it is important to have a sympathetic mindset for their colleagues to ensure a helpful working environment. Adaptability and flexibility are imperative for the progression of the group in the dynamic workplace.
Interpersonal Skills
Interpersonal skills or social skills are a group of skills that aid in the building of relationships in a social or business setting. The criteria for mastering interpersonal skills work with the common motive of regulating effective communication. For this reason, a housekeeper should be a communication expert (Carrara, 2015). They should be mindful of different aspects of communication such as verbal and nonverbal, social cues, listening skills as well as the art of speaking with clarification. Another important part of communication is practising empathy and compassion to regulate specific services for individual customers, depending on their needs (Bambacas and Patrickson, 2018).
Organisational Skills 
The ability to provide quality services through proper management of resources is known as organisational skills. It is an important part of every job, but especially of the jobs in which service providers are in direct contact with their customers. Organisational skills for a housekeeper entail that their responsibilities are maintained within their time allocation and that they are proficient in their cleaning and maintaining supplies (Firth, 2018). To be an organised worker, a housekeeper should always be attentive to the details, identify discrepancies, and figure out practical solutions. Strategic planning and goal setting can help them in this regard.
Task Management
Task management is the process through which the success of a particular project is analysed in every step of the task. A housekeeper can use it as a guide to maintain proper workflow. Task management requires the segmentation of their responsibilities concerning importance and relevance and allocating specific periods for them (Bridger, 2022). This motivates a housekeeper to conduct an effective workflow through proper time management as well as provides a framework for discipline. Task management is important because it allows the modification of a job based on feedback, which is helpful for a housekeeper as it brings customer satisfaction (Banerjee and Chakravarti, 2017).
Stress Management
Hotel management is a dynamic working environment because it is in direct and consistent communication with its customers. The housekeeping department is greatly responsible for the first impression of the hotel, which is why it is a very stressful working environment. A housekeeper can receive constant feedback from the customers. Customers can demand specific treatment for their individual needs (Verma, Singh and Aggarwal, 2022). They can also be subjected to long working hours and inconsistent overtime, regarding the workflow which can be different according to holidays and tourist attractions.  Compartmentalisation and quick decision-making can aid one in managing stress and thriving at their job.
Working in the housekeeping department is a dynamic job that entails the cultivation of some specific skills. The mentioned skills would help a housekeeper in providing their best service to both their customers as well as the hotel. Adequate knowledge and execution of these skills are therefore imperative for the progression of their career.
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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?


	The floor was not swept properly 


	The housekeeper on duty did not know the proper functioning of the newly bought vacuum cleaner, so they could not clean effectively.
	First, identify the workers who have similar issues with cleaning equipment. The solution can be approached by giving basic training for the use of the equipment.
	For future reference, this type of incident can be prevented by ensuring that new equipment that is brought on hotel premises for this purpose has to be instantly introduced to the staff.
	Team members can be encouraged to identify the weaknesses of other team members and help them to ensure effectiveness.

	The furniture was not in the proper position


	The previous guests had removed the furniture to their preference. Because the housekeeper was not mindful of this, he neglected to move them.
	Ensure that the furniture is placed in its proper position immediately by the on-duty housekeeper.
	Ensure that all the housekeepers know the ideal position of the furniture and can identify any issues in the future.
	Two housekeepers can be assigned to prepare a room so that team effectiveness can be implemented.

	
The bed sheets were unchanged

	The hotel does not do laundry on the property. Due to a lack of communication with the washing company, the new bed sheets were not managed.
	Enquire why there was a delay in the laundry supply. If the fault is found within the laundry company, have a direct conversation with the company. Also, implement the importance of communication between the staff and the company.
	To ensure the prevention of this issue in the future, implementation of scheduled delivery service should be implemented.
	Employ a member of the housekeeping team to track the timetable of laundry delivery. Ensure that they communicate with the on-duty housekeeper and manager if any discrepancies arise.

	The bathroom was not washed twice as the guest had specifically requested


	This is due to a lack of guest compliance in the hotel. Because there wasn’t an effective chain of communication between the guest and the housekeeping team, their request was not fulfilled.
	Immediately was the bathroom and convey the importance of maintaining individual satisfaction of the guests between the housekeeping team.
	Build an effective chain of communication between the guests and the housekeeping team. Ensure that housekeepers understand the importance of guest compliance at all costs.
	Aside from allocating different housekeeping teams for separate floors, an individual housekeeper can be arranged for a guest or a group of guests. This would ensure that would ensure a direct line of communication and compliance.

	The trash can in the room was not emptied


	Due to a lack of staffing and improper work allotment, the trash was not dumped. The housekeeper who was supposed to be on duty was not present.  
	Empty the trash can and manage the proper distribution of workload. This would ensure that there are no improper workloads among individual housekeepers.
	For future reference, a timetable should be imposed strictly on the housekeepers. The schedule should be mindful of working hours, different shifts, and proper break times.
	Encouraging a good relationship between team members so if someone cannot be available at their scheduled time, their work can be done by different members and regarded as overtime.




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.

	Housekeeping is the job of cleaning and preparing the rooms for guests in a hotel. This includes cleaning the room, sweeping floors, sanitising and polishing different surfaces, emptying the trash can etcetera. A housekeeper is responsible for the important task of maintaining a safe and comfortable environment for the guests (Kuzmin et al., 2017).

	Training Notes: Acquiring basic knowledge about housekeeping

	Building an impressionable persona is extremely important for housekeepers. To ensure a positive first impression, they should always wear their uniform on the job premise, making sure that the uniform is properly washed and pressed (Aylott, 2018). A housekeeper should not adorn unnecessary and flashy accessories with their uniform.

	Training Notes: Always wear the proper uniform and maintain professional decorum

	Managing personal hygiene is one of the key requirements of the job, as it is concerned with the overall cleanliness of the hotel. A housekeeper should always maintain their hygiene by taking regular baths, brushing, filing their nails, and modestly styling their hair (Raghubalan and Raghubalan, 2015).


	Training Notes: Always maintain personal hygiene

	
Since the primary job of a housekeeper is maintaining the cleanliness of the rooms, they should learn the use of all the modern equipment that can be used for this purpose. Different gadgets such as vacuum cleaners, electric furniture rollers, and chemical substances should be handled with care.


	Training Notes: Learning the proper use of all cleaning equipment

	Providing a fresh supply of towel and other necessities are important for ensuring a hygienic environment. This would also showcase to the guests the discipline and dedication of the hotel staff (Northcott, 2023). Maintaining a consistent cleaning and supply schedule is important for this purpose.
	

	Training Notes: Ensuring daily providing of a fresh supply of towels and other necessities



	Etiquette is the study of maintaining proper decorum while interacting with others. A housekeeper needs to uphold proper etiquette while dealing with customers by offering warm greetings, smiling politely, listening to their guests, never showing imprudence or annoyance at their demands, and declining politely if they make an improper demand (Ferdinand and Kitchin, 2021).

	Training Notes: Uphold proper etiquette while dealing with customers

	A housekeeper should find ways to constantly improve their work by having effective communication with the guests, their colleagues as well as their superiors. Learning to work on feedback can be a humbling process as it allows one to accept their shortcomings (Hotelogix, 2023). 





	Training Notes: Learning to effectively communicate and work on feedback

	Servicing of rooms should be conducted according to the schedule. As per the policy of the hotel, servicing should be conducted in both vacant and occupied rooms. In vacant rooms, the sheets should be changed every third day along with basic clearing. The occupied room should be cleaned daily with the consent of the guests residing there.

	Training Notes: Ensuring routine servicing of occupied and vacant rooms

	In place of recent complaints from both guests and staff, a weekly training session for the benefit of task management is held every Friday. Every member of the housekeeping team should attend these sessions which aim to teach different ways of managing stress and excessive workload.


	Training Notes: Regulating weekly training for time and stress management

	A housekeeper should be knowledgeable about health and safety measures chosen by the government and implement them in their work. Measures such as sanitisation of different surfaces ensure proper dusting of carpets and rugs, cleaning of toilets with bleaching products, maintaining fire safety etcetera (Vipin Nadda, Arnott and Sealy, 2020).

	Training Notes: Providing Health and Safety Standards at all costs
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Housekeeping is the job of cleaning and preparing the rooms for guest in a hotel.
Example: cleaning the room, sweeping floors, sanitasing and polishing different surfaces, etc.
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To ensure a positive first impression, they should always wear their uniform on the job premise, making sure that the uniform is clean and pressed.
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A housekeeper should always maintain their hygiene by: taking regular baths, brushing, filing their nails, etc.
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Different gadgets such as vacuum cleaners, electric furniture rollers, and chemical substances should be handled with care.
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Providing a fresh supply of towel and other necessities are important for ensuring a hygienic environment.
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A housekeeper needs to uphold proper etiquette while dealing with costumers by offering warm greetings, smiling politely, listening to their guests.
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A housekeeper should find ways to constantly improve their work by having effective communication with the guests.
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Servicing of rooms should be conducted according to the schedule. The occupied room should be cleaned daily.
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In place of recent complaints from both guests and staff, a weekly training session for the benefit of task management is held every Friday.
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A housekeeper should be knowledgeable about health and safety measures chosen by the government and implement them in their work.
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Building an impressionable
persona is extremely important
for housekeepers. To ensure a
positive first impression, they
should always wear their
uniform on the job premise,
making sure that the uniform is
properly washed and pressed
(Aylott, 2018). A housckeeper
should not adorn unnecessary
and flashy accessories with their
uniform.
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Managing personal hygiene is one
of the key requirements of the
job, as it is concerned with the
overall cleanliness of the hotel. A
housekeeper should always
maintain their hygiene by-

¢ taking regular baths,
¢ brushing,
¢ filing their nails,

* and modestly styling their hair
(Raghubalan and Raghubalan,
2015).
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Since the primary job of a housekeeper is maintaining the
cleanliness of the rooms, they should learn the use of all the
modern equipment that can be used for this purpose. Different
gadgets such as vacuum cleaners, electric furniture rollers, and
chemical substances should be handled with care.
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Providing a fresh supply of towel and other necessities are important for
ensuring a hygienic environment. This would also showcase to the guests the
discipline and dedication of the hotel staff (Northcott, 2023). Maintaining a
consistent cleaning and supply schedule is important for this purpose.
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Etiquette is the study of maintaining
proper decorum while interacting
with others. A housekeeper needs to
uphold proper etiquette while
dealing with customers by offering
warm greetings, smiling politely,
listening to their guests, never
showing imprudence or annoyance at
their demands, and declining politely
if they make an improper demand
(Ferdinand and Kitchin, 2021).
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A housekeeper should find ways to constantly improve their work by
having effective communication with the guests, their colleagues as
well as their superiors. Learning to work on feedback can be a
humbling process as it allows one to accept their shortcomings
(Hotelogix, 2023).
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Servicing of rooms should be conducted according to the
schedule. As per the policy of the hotel, servicing should
be conducted in both vacant and occupied rooms. In
vacant rooms, the sheets should be changed every third
day along with basic clearing. The occupied room should
be cleaned daily with the consent of the guests residing
there.

- Q @ comcCemd (9





image11.png
Point Slide Show - Andreea Monica - Operating Hotel Facilities PPT - PowerPoint

/

In place of recent complaints from both guests and staff, a weekly
training session for the benefit of task management is held every
Friday. Every member of the housekeeping team should attend these
sessions which aim to teach different ways of managing stress and
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A housekeeper should be
knowledgeable about health
and safety measures chosen by
the government and
implement them in their work.
Measures such as-
sanitisation of different
surfaces,
ensuring proper dusting of
carpets and rugs,
cleaning of toilets with
bleaching products,
maintaining fire safety etcetera
(Vipin Nadda, Arnott and
Sealy, 2020).
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Housekeeping is the job of cleaning and preparing the rooms for
guests in a hotel. This includes

cleaning the room,

sweeping floors,

sanitising and polishing different surfaces,
emptying the trash can etcetera.

A housekeeper is responsible for the importance task of maintaining a
safe and comfortable environment for the guests (Kuzmin et al.,

2017).
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