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	[bookmark: _Toc136119494]The key skills required when working in the housekeeping team
The housekeeping team plays a vital role in the hospitality industry, as they ensure order, cleanliness and overall customer satisfaction. So the housekeeping team needs to have certain key skills that will assist them to affirm that. These skills not only need to be technical but also interpersonal as well to carry out smooth and efficient customer service and overall operations. Through my experience, I have come to know some of the crucial skills that are mandatory in the housekeeping team. In this report, I have tried to outline some of the skills that are very important in providing proper housekeeping (Arthur et al, 2021). 
[image: ]
Figure: Housekeeping (Arthur et al, 2021)

Time management: This skill is a must that can make a day and night difference in the hospitality industry. Any hotel has a fast pace environment where a large number of guests check in and check out. So the hotel's housekeeping team must have the ability to prioritize tasks, do them efficiently and meet them within the time. The housekeepers have to keep up with tight schedules and full extra requests as well, so time management is a must for them. If I speak from my experience, I have come to light that proper time management and grouping the work lead to improved productivity and the rooms can be cleaned in time (Marneros et al, 2020).
Attention to details: Another skill to run successful housekeeping is attention to details. From my view of point, a housekeeper team must have a lot of attention to the details, they need to be making sure the room are properly cleaned; organized and necessary items are kept for the customer to use. From making the bed, changing towels and sheets, and cleaning dust and toilets housekeepers need to be extra careful. As there are many kinds of customers to ensure their satisfaction they need to keep an eye on little details. Keeping attention to every that makes a hotel exceptional in the hotel industry. For example, there was an incident I remember where a customer left a small yet important item left in the hotel but it was discovered by one of the housekeepers and the return was voluntary and for that, the customer was very much impressed and grateful (Singh et al, 2019). 
Teamwork: For any team teamwork is important as working in collaboration a team can lead a smooth operation. Proper teamwork not only enhances efficiency but also creates a positive work environment. So housekeepers should be able to work in coordination while respecting and helping other members. There was an incident where a member of our team was seriously ill, so we distributed the extra work and smoothly finished the work (Marneros et al, 2020).
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Figure: Teamwork in housekeeping (Marneros et al, 2020)
Effective communication: Proper communication is very much essential in a busy industry such as hospitality. This skill is true for housekeepers too as they need to communicate with different parties like guests, supervisors and employees from another department. This is needed because of resolving issues, inquiries, coordinating tasks and so on. I have a situation in mind where the customer needed towels before taking showers and he also informed personnel but it was not directed to the inventory team and the customer waited for hours. The hotel had a negative impression of the guest afterwards (Singh et al, 2019).  
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Figure: Importance of housekeeping (Alcalde et al, 2021)
[bookmark: _Toc136119495]The way you will be able to apply theoretical knowledge whilst working in industry
Applying theoretical knowledge whilst working in the hospitality industry is very much important for me as it ensures personal development and professional growth. Firstly I will try to use theoretical knowledge in decision-making and problem-solving. I can use the concepts that I have learned regarding customer satisfaction and service quality in dealing with real-time guests.  I will also use my theoretical knowledge in analyzing the trends in the hospitality industry to treat the guest more efficiently. I have also learned about the historical and cultural context of the industry and I can use them in analyzing the patterns, guessing the challenges and formulating more informed decisions (Chadee et al, 2021). 
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Importance of the topic in the hospitality industry
The importance of housekeeping and its related skills has immense significance in the hospitality industry as they have a straight impact on customer satisfaction and loyalty. Primarily I think housekeeping plays a vital role in keeping the hotel's room and other facilities clean, hygienic and organized that is required to get a positive impression by the guest. Then housekeeping ensures customer safety by making sure all things are in place and not defective (Alcalde et al, 2021). 
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Component Two:
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	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 Hotel room had not been cleaned properly.
	As a team leader of a hotel management section, I found that there were some complaints about the room management and I think this situation may occur because of the carelessness of the cleaning committee of the hotel. Through my experience, I have come to know how physical stamina and resilience help even in complicated situations (Bonfanti et al, 2021).
	When I came to know about the complaint of the guest then I have a lot of tasks to do as a member of the hotel management committee. 
I also need to do a task with a positive mind and attitude even being tired. I can arrange a meeting where all the employees of the hotel may present and can tell them about the problems that the guest of the hotel faces.
	When any guest complains about any service of the hotel then it is a matter of concern for the authority because there may have a negative impression about the hotel authority when any guest complains about the service of the hotel. So, as a team leader, I should take care of the management properly so that this type of situation may not repeat (Liu et al, 2021).

	As a team leader there are a lot of things that help me to avoid the critical situation. To do the task properly a housekeeper much has physical soundness. I may arrange various training session which helps the employees to understand their tasks (Liu et al, 2021).

	Room service issues
	Sometimes some issues related to hotel management arise because the hotel authority is unable to provide the proper services to their guests and as a result problems occur. The job includes cleaning, the room, making beds, moving heavy items, pushing carts, and being on foot for several hours and so on.
	As a team leader, I have to inform the whole committee that some issues arise related to room service and we have to be careful about the service of the hotel authority. Most of the housekeeping work is needed by physical strength and stamina (Liu et al, 2021).
	Reputation is an important thing for any hotel business and when the guest complains about the services of the hotel then it may be the concern of the hotel authority. By taking care of the activities of the hotel management section (Chan et al, 2021).
	As a team leader, I have to maintain several sections so that the hotel authority can able to serve the guest properly. So among several measures, the main thing is to provide a proper list of activities that the hotel management committee must follow (Demir et al, 2021).

	Problems related to food
	Sometimes the guest may face problems related to the food provided by the hotel authority. It may cause because of the carelessness of the hotel authority (*Japutra et al, 2021).
	As a leader of the team members, I have to take care of all the problems that the guests are faced. I have to inform the whole committee about the problems that the guests are faced and try to serve the guest properly.
	Sometimes the hotel authority may not be aware of the quality of the food so when the guest has complained about their food they should have careful about the quality of the food. So, as a team leader, I have to take care of the quality of the food.
	It is very important to take some measures so the hotel authority can provide proper services to the guest. The hotel authority can make a committee which is to taste all food items before serving them to the guest (Wang et al, 2021).

	Cleaning issues
	In the hotel, various types of guests arrive and when the guest leaves the room then there may be a problem related to room cleaning issues arrives.
	As a team leader, I have a lot of tasks and by completing all these tasks properly I can serve the guest without facing any hassle. So, I have to take care of the cleaning issues of the hotel to serve the guests properly.
	By making a proper list of the problems that the guest are faced I can able to to make the hotel authority careful of their duties and this situation will help me to serve the guests properly.
	Taking some measures help us to serve the guest without facing any problems. For example, as a hotel member when I take some measures about the cleaning issues of the hotel then it will be easy for the management to serve the guest properly (Liu et al, 2021).

	Room delivery issues
	In every hotel, there is a system to proving food for the guest by going to their room. But sometimes this situation may cause a problem when the authority fails to provide the room delivery properly.
	As a team leader, I have to make sure that the hotel authority provides room services properly to the guests.
	I should take care that the hotel authority provides services to the guest properly so that the guest has no complaints about the service.
	As a team leader, I have to take some issues which help me to serve the guest properly and as a result, we will be able to protect the reputation of the hotel (Demir et al, 2021).



Component Three:
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	Training Notes: 
Operating hotel facilities involves the management of various services and facilities for the guests in the hotel. This type of service and facilities ensure an enjoyable and comfortable environment for the guests during their stay. The activities of hotel facilities require perfect planning, organizing, and efficient management to ensure guest satisfaction and get the success of the hotel. Operating hotel facilities ensures high standards, delivering exceptional service to their guests and meeting their needs on time. Here this presentation will describe guest complaints that need to put together basic training for your colleagues within the housekeeping team as a housekeeping manager, a brand standard that is achieved, Health and Safety procedures, and an employee engagement model to a best practice industry example. (Bacik et al, 2019).

	[bookmark: _Toc136119172]Guest complaints that need to put together basic training for colleagues within the housekeeping team as a floor housekeeping manager, to get the best out of them
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	Training Notes: 
Overview of Guest Complaints
In this part, a floor housekeeping manager will provide a summary of the basic guest complaints. In this part, a floor housekeeping manager will highlight common issues that raise the most such as cleanliness, proper sanitation, room facilities, appropriateness of service and facilities, and so on. This part will also include guest satisfaction and hotel reputation. (Chadee et al, 2021)
Key Housekeeping Responsibilities
Key housekeeping responsibilities include various things such as cleaning and maintaining the cleanliness of the guest room, refilling services, and materials, replying to guest requirements punctually, ensuring public areas are clean and presentable, and sanitized. (Chadee et al, 2021)
Communication and Collaboration
Ensuring effective communication and collaboration with the team is important. At the same time, ensuring respectful and effective collaboration is important to get the best result from colleagues in the housekeeping department. Additionally, promoting teamwork and a supporting mentality inside the housekeeping department can ensure better results. (Garrido-Moreno et al, 2021)
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	Training Notes:
Time Management and Efficiency
Time management is also important along with the prioritization of the tasks which can ensure better results within the time. They also keep customers satisfied by providing different services and products in their respective rooms. Minimizing idle time and maximizing productivity can ensure better outcomes from colleagues. (Chadee et al, 2021)
Q&A and Feedback
Teams need to allocate specific time for question answering and feedback. Ensure suggestions and proper feedback for the team can ensure better accuracy. For example, when I am serving a customer I serve them with a positive attitude; make sure all their needed items are in a room and so on. At the same time expressing gratitude for the commitments and services of the guests can ensure better outcomes from the colleagues. (King et al, 2020)


	[bookmark: _Toc136119173]Ensure that brand standard is being achieved and that Health and Safety procedures are also being followed.
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	Training Notes:
Develop clear brand standards: It is very crucial t develop a clear brand standard where the documentation will include clear and specific brand standards and expectations for the brands. This specific brand standard will include logo usage, colour schemes, typography, and brand related guidelines that must need to be followed. (Chadee et al, 2021)
Train employees
As a part of the health and safety procedure, it is important to conduct the employee training phase for the brand standard and importance of the attachment to them. It is important that all employees including new hires are also trained properly to complete any tasks. (Chadee et al, 2021)
Health and Safety policies
Develop complete health and safety policies that observe relevant guidelines and standards. The health and safety policies will include emergency procedures, personal protective equipment (PPE), hygiene protocols, etc. (Chadee et al, 2021)
Continuous improvement
Organizations must ensure a continuous improvement process by ensuring several workshops for the employees so that they can enrich with new skills. Based on customer feedback, best practices in the industry, and modifications to the law, assess and update brand standards and health and safety procedures regularly. Join with the new trends and technology that can improve brand consistency and security protections in the organization.  (RAJA OMAR et al, 2020)


	[bookmark: _Toc136119174]Employee engagement model to a best practice industry example, this would ultimately give the team a framework of which to follow.
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	Training Notes:
The most popular and used employee management model is the Gallup Q12 model which is highly relevant to the hotel industry. In the specific industry example, Choice hotel international follows the Gallup Q12 model for employee management which is explained below,
Clear expectations: “Choice Hotel International” ensures clear expectations from their employees such as job description, training program, performance evaluation, etc.
Equipment and resources: “Choice Hotel International” provides the necessary equipment and resources to their employees to operate their activities properly and employees can get the best benefits from the organization in terms of career development. (King et al, 2020)
Recognition and feedback
“Choice Hotel International” ensure recognition and feedback policy to understand the needs of the employees. This can work as a booster for the employees.
Teamwork and collaboration
Teamwork and collaboration support are provided by “Choice Hotel International” to get a better and speedier outcome from the employees. 
Employee Wellbeing
“Choice Hotel International” ensures performance bonus and other benefits and support for employee wellbeing which motivate the employee to do better and manage all the activities.
Communication
Communication is a vital thing for any business and “Choice Hotel International” ensures proper communication with all the departments and employees in their organization. (Trišić et al, 2021)
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	Training Notes:
Fairness and respect
“Choice Hotel International” tries to ensure mutual respect among all the employees and provide the same environment for all employees. (King et al, 2020)
Mission and purpose
“Choice Hotel International” provides the mission and purpose among all the employees so that they can work on maintaining the purpose and understanding their goals. For example, when I am serving a customer I serve them with a positive attitude; make sure all their needed items are in a room and so on. This most of the time brings a positive review, customer satisfaction and loyalty. (King et al, 2020)
Leadership
“Choice Hotel International” ensures perfect leadership in the organization that creates a more effective working environment for all the employees and gets a better result from them. Housekeeping also makes sure that any hotel's assets are preserved and well maintained. Proper leadership can make all the employees motivated and support them to engage more with the activities. (Omune et al, 2021)
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	Training Notes:
Managing a variety of amenities and services for hotel guests is part of running hotel facilities. For the visitors, this level of service and amenities guarantees a pleasurable and pleasant stay. For the operations of hotel facilities to be successful and guarantee client satisfaction, they need to be perfectly planned, organized and managed. Operating hotel facilities ensures high standards, providing guests with great service, and promptly attending to their needs. This presentation covered the following topics: guest complaints that need to be addressed, brand standards that are attained, health and safety procedures, and an employee engagement model to a best practice industry example for your co-workers on the housekeeping team. (Choi et al, 2021)
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	Training Notes:
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In this scenario — You havejust been promoted to team leader fora floor within the hotel. A guest complainsthat on theirarrival,
their room had not been properly cleaned. Create an action plan and answer the following questions.
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As the floor housekeeping manager and given the recent guest complaints you
need to put together a basic training presentation for your colleagues withi the
housekeeping team to get the best out of them, ensure that brand standard is
beingachieved and that Health and Safety procedures are also being followed.
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