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Working in a housekeeping team requires a range of skills that are essential to ensure that guest rooms, public areas, and other areas of the hotel are clean, organized, and well-maintained. The key skills required for housekeeping team members include:
Attention to detail: Housekeeping team members must have a keen eye for detail to ensure that every aspect of a room or public area is clean and well-organized. This includes ensuring that all surfaces are free from dust and debris, all linens are clean and neatly arranged, and all amenities are restocked.
Time management: Housekeeping team members are often responsible for cleaning a large number of rooms or public areas in a short amount of time. Effective time management skills are essential to ensure that all tasks are completed efficiently and on time.
Communication: Effective communication skills are essential for housekeeping team members to communicate with guests, supervisors, and other team members. Clear communication is essential to ensure that guest requests are addressed promptly, that any maintenance issues are reported to the appropriate department, and that team members are working together effectively.
Customer service: Housekeeping team members play a critical role in ensuring that guests have a positive experience during their stay. This requires a focus on providing exceptional customer service, including being responsive to guest requests, anticipating guest needs, and being courteous and professional at all times.
Physical stamina: Housekeeping team members often spend a significant amount of time on their feet, lifting heavy objects, and performing repetitive tasks. Good physical stamina is essential to ensure that team members can perform their duties effectively without becoming fatigued or injured.
Organizational skills: Housekeeping team members must be well-organized to ensure that all tasks are completed efficiently and on time. This includes prioritizing tasks, keeping track of inventory, and ensuring that all cleaning supplies and equipment are well-stocked and well-maintained.
Problem-solving skills: Housekeeping team members may encounter a range of problems during their work, such as difficult stains or guest complaints. Effective problem-solving skills are essential to ensure that these issues are addressed promptly and effectively.
Teamwork: Housekeeping team members must work closely with other members of the housekeeping team, as well as other departments in the hotel, such as maintenance and the front desk. Effective teamwork skills are essential to ensure that everyone is working together towards common goals and objectives.
Flexibility: Housekeeping team members must be flexible and adaptable to changes in their work environment, such as changes in cleaning schedules or unexpected guest requests. This requires a willingness to adjust priorities and work with others to ensure that all tasks are completed effectively.
Flexibility is an important quality for any member of a housekeeping team. As a housekeeper, you may be asked to perform a wide range of tasks, including cleaning, laundry, organizing, and other duties as needed. You will also likely work in a variety of settings, such as hotels, hospitals, or private homes, which may require you to adapt to different environments and routines.
Being flexible means that you are willing to take on new tasks, work in different settings, and adjust your schedule as needed. This can be especially important in the hospitality industry, where the needs of guests can change quickly and unexpectedly.
Some specific ways that flexibility can be important for a housekeeping team member include:
Willingness to work different shifts: Housekeepers may need to work early mornings, late nights, weekends, or holidays, depending on the needs of the facility or guests.
Ability to prioritize tasks: In a busy housekeeping department, there may be multiple tasks that need to be completed at once. Being able to prioritize tasks and adapt to changing priorities can help you work more efficiently and effectively.
Willingness to learn new skills: As new cleaning techniques, tools, or products are introduced, it's important to be open to learning new skills and incorporating them into your work.
Adaptability to different environments: Whether you're working in a hotel room, hospital ward, or private home, you may need to adapt to different layouts, furnishings, or equipment.
By demonstrating flexibility and a willingness to adapt, you can become an invaluable member of a housekeeping team and ensure that the needs of guests or clients are always met.

Ethics: Housekeeping team members must adhere to the highest ethical standards, including maintaining guest privacy and respecting hotel property. This requires a focus on integrity and professionalism at all times.
In summary, working in a housekeeping team requires a range of skills that are essential to ensure that guest rooms and public areas are clean, organized, and well-maintained. Effective time management, attention to detail, communication, customer service, physical stamina, organizational skills, problem-solving skills, teamwork, flexibility, and ethics are all key skills that are required to succeed in this role.
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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?


	
Human error: Housekeeping staff are human and can make mistakes. It's possible that the person who cleaned the room simply missed something.


	The staff member may have been distracted by external factors such as loud noises, phone calls, or other guests, causing them to overlook certain areas of the room.
	Re-clean the room: Ensure that the room is cleaned to the guest's satisfaction, either by having the housekeeping staff re-clean the room or by assigning a different staff member to do so.

	To prevent human error in the future, it's important to address the root cause of the issue. Providing ongoing training and support for housekeeping staff, ensuring they are motivated and engaged in their work, and implementing regular quality checks can all help to reduce the likelihood of human error and improve the overall quality of the cleaning process.
	Set clear goals: Establish clear and measurable goals for the team to work towards. This can help focus the team's efforts and provide a sense of direction.


	Lack of training: If the staff member who cleaned the room was new or had not received adequate training, they may not have known how to properly clean and prepare the room


	If the staff member does not speak the same language as their supervisor or manager, there may be communication challenges that can impact the quality of their training.
	The training program should cover all the necessary skills and standards for cleaning a guest room and be regularly updated to reflect any changes or new procedures.
	Providing clear communication and support to new staff members can help them understand their responsibilities and perform their duties to the best of their ability.
	Provide training and development: Provide ongoing training and development opportunities for team members to improve their skills and knowledge. This can include both technical training and soft skills training such as communication, problem-solving, and leadership.


	
Miscommunication: There may have been a miscommunication between the front desk and the housekeeping staff about the status of the room, resulting in the room not being cleaned properly.


	If there are no clear and efficient communication channels between the front desk and housekeeping staff, it can be difficult to convey important information about room status.
	Apologize: Start by apologizing to the guest for any inconvenience or discomfort caused by the mistake. Let them know that you take their concerns seriously and that you will do everything possible to make it right.

	To prevent miscommunication in the future, it's important to establish clear communication channels between the front desk and housekeeping staff, ensure that all staff members have access to complete and accurate information about room status, and provide training to staff members to improve their communication skills.
	Improve communication: Ensure that team members have open and effective communication channels. This can include regular team meetings, open-door policies for feedback, and technology tools to facilitate remote communication.


	


	
	
	
	

	


	
	
	
	




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: 
Good day everyone, My name is Adina Irimia
As the floor housekeeping manager, I would like to welcome you all to this training presentation. The purpose of this presentation is to ensure that we are all following brand standards and Health and Safety procedures to provide the best service to our guests and maintain a safe and healthy work environment for ourselves.
During this presentation, we will review brand standards, cleaning procedures, Health and Safety procedures, communication, and guest service. I encourage everyone to ask questions and provide feedback, as this is an opportunity for us to learn and improve as a team.
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	Training Notes: Brand standards are guidelines and expectations set by the hotel brand to ensure consistency across all properties. As housekeeping staff, it is important that we understand and follow these standards to ensure that our guests receive the same level of service and experience, regardless of which property they stay at.
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	Training Notes: 
Cleanliness: Our rooms and public areas should be spotless, with no visible dust, dirt, or stains. Floors, carpets, walls, and surfaces should be thoroughly cleaned and sanitized.
Attention to detail: We should pay attention to the small details that make a difference in the guest experience, such as folding towels neatly, arranging amenities in an organized manner, and ensuring that everything is in working order.
Guest satisfaction: We should always strive to exceed our guests' expectations and ensure that they are satisfied with their stay. 
Brand identity: We should always represent the hotel brand in a positive light, through our behavior, actions, and interactions with guests and colleagues.
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	Training Notes: Cleaning Procedures: 
Cleaning procedures are a critical aspect of housekeeping, as they ensure that our rooms and public areas are clean, hygienic, and presentable for our guests. Here are some key cleaning procedures that we should follow:
Room preparation: Before starting the cleaning process, we should ensure that we have all the necessary supplies and equipment, such as cleaning agents, tools, and linen. We should also check the room for any damage or maintenance issues and report them to the appropriate department.
Dusting and vacuuming: We should dust all surfaces, including furniture, fixtures, and electronics, using a microfiber cloth or duster. We should also vacuum the floors, carpets, and upholstery to remove any dirt, dust, or debris.
Sanitization: We should sanitize all high-touch areas, such as doorknobs, light switches, remote controls, and telephones, using a disinfectant spray or wipe.
Linen and bed preparation: We should remove used linen and replace it with fresh, clean linen. We should also make the bed according to brand standards, with crisp, clean sheets, and properly arranged pillows.
Bathroom cleaning: We should thoroughly clean and sanitize the bathroom, including the sink, toilet, shower/bath, and all surfaces.
Trash removal: We should remove all trash and debris from the room and dispose of it in the appropriate location.
Quality check: Before leaving the room, we should conduct a final quality check to ensure that everything is clean, organized, and in working order
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	Training Notes: Health and Safety Procedures
Health and safety procedures are important to ensure that our housekeeping team and guests are safe and protected from potential hazards. Here are some key health and safety procedures that we should follow:
Chemical safety: We should always use cleaning chemicals in a safe and appropriate manner, wearing gloves and eye protection as needed. We should also ensure that chemicals are stored properly and labelled clearly.
Ergonomics: We should follow ergonomic guidelines when lifting heavy objects, using equipment, and performing repetitive tasks, to prevent injury or strain.
Electrical safety: We should be aware of electrical hazards, such as frayed cords or exposed wires, and report any issues to the appropriate department. We should also ensure that electrical equipment is grounded and used in a safe manner.
Fire safety: We should be familiar with fire evacuation procedures and the location of fire extinguishers and alarms. We should also ensure that any flammable materials are stored safely and away from potential ignition sources.
Personal Protective Equipment (PPE): We should wear appropriate PPE when necessary, such as gloves, goggles, and masks, to protect ourselves and others from potential hazards.
Infection control: We should follow infection control procedures to prevent the spread of germs and illnesses, such as washing our hands frequently and wearing appropriate PPE when cleaning potentially infectious areas.
Environmental sustainability: We should follow hotel policies and procedures for environmental sustainability, such as using eco-friendly cleaning products and minimizing waste.
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	Training Notes:
 Effective communication is critical for ensuring that our housekeeping team works together efficiently and effectivel, and that our guests' needs are met. Here are some key communication procedures that we should follow:
Daily briefing: We should hold a daily briefing before starting our shift to discuss priorities, special requests, and any issues from the previous shift.
Clear instructions: We should give clear and concise instructions to our team members, ensuring that they understand what is expected of them and what tasks need to be completed.
Active listening: We should actively listen to our team members, guests, and other departments to understand their needs and concerns and respond appropriately.
Respectful communication: We should communicate in a respectful and professional manner, treating everyone with courtesy and understanding.
Feedback: We should provide constructive feedback to our team members, recognizing their achievements and providing guidance on areas for improvement.
Use of technology: We should use technology, such as radios or messaging systems, to communicate quickly and efficiently with our team members.
Language barriers: We should be aware of language barriers and ensure that our team members have the necessary language skills to communicate effectively with guests and other departments. We should also provide language training as needed.
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	Training Notes: 
As members of the housekeeping team, we play an important role in ensuring that our guests have a positive experience during their stay at our hotel. Here are some key guest service procedures that we should follow:
Friendly and welcoming: We should greet guests with a warm and friendly welcome, and be approachable and helpful throughout their stay.
Attention to detail: We should pay attention to the small details that make a big difference in guest comfort, such as ensuring that the room is well-stocked with amenities, towels, and linens, and that everything is in good working order.
Timeliness: We should respond to guest requests and complaints in a timely manner, and strive to complete our tasks efficiently and within the expected timeframe.
Privacy and respect: We should respect our guests' privacy and personal space, ensuring that we enter their rooms only when necessary, and always knock before entering.
Proactive service: We should anticipate guest needs, such as providing extra pillows or blankets, and proactively offer assistance and information about hotel amenities and local attractions.
Complaint resolution: We should handle guest complaints in a professional and courteous manner, addressing their concerns and taking appropriate action to resolve the issue.
Professionalism: We should maintain a professional demeanor at all times, and strive to represent our hotel and brand in a positive light.
By following these guest service procedures, we can ensure that our guests have a memorable and enjoyable stay at our hotel, and that our housekeeping team contributes to their overall satisfaction.
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	Training Notes:
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'CLEANING PROCEDURES ARE A CRITICAL ASPECT OF HOUSEKEEPING, AS THEY ENSURE THAT
‘OUR ROOMS AND PUBLIC AREAS ARE CLEAN, HYGIENIC, AND PRESENTABLE FOR OUR GUESTS.
HERE ARE SOME KEY CLEANING PROCEDURES THAT WE SHOULD FOLLOW:
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© Effective communication is critical for ensuring that our housekeeping team works together efficiently and effectively, and that our
guests’ needs are met.

Daily briefing
Clear instructions

Active listening: We should actively listen o our team members, guests, and other departments to understand their needs and
concerns and respond appropriately.

Respectful communication: We should communicate in a respectful and professional manner, treating everyone with courtesy and
understanding.

Feedback: We should provide constructive feedback to our team members, recognizing their achievements and providing guidance on
areas for improvement.

Use of technology: We should use technology, such as radios or messaging systems, to communicate quickly and efficiently with our
team members.

Language barriers: We should be aware of language barriers and ensure that our team members have the necessary language skills to
communicate effectively with guests and other departments. We should also provide language training as needed
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© As members of the housekeeping team, we play an important role in ensuring that our guests have a positive experience during their stay at our
hotel. Here are some key guest service procedures that we shouid follow:

Friendly and welcoming: We should greet guests with a wam and friendly welcome. and be approachable and helpful throughout their stay.

Attention to detail: We should pay attention to the small details that make a big difference in guest comfort, such as ensuring that the room is well-
stocked with amenities, towels, and linens and that everything is in good working order.

Timeliness: We shouid respond to guest requests and complaints promptly. and strive to complete our tasks eficiently and within the expected
timeframe.

* Privacy and respect: We should respect our guests' privacy and personal space, ensuring that we enter their rooms only when necessary, and
always knock before entering

Proactive service: We should anticipate guest needs, such as providing extra pillows or blankets, and proactively offer assistance and information
‘about hotel amenities and local attractions.

Complaint resolution: We should handle guest complaints professionally and courteously, addressing their concems and taking appropriate action
o resolve the issue

Professionalism: We should maiatain.a.prefessional. demeanor, af.all imes, and strive to represent our hotel and brand in a positive light
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Conclusion

Summarize the main points of the presentation and encourage colleagues to ask questions or provide feedback. Remind
everyone of the importance of following brand standards and Health and Safety procedures for the benefit of the guests and
the hotel

Overal, the training presentation should be engaging, informative, and practical, providing colleagues with the knowledge and
skills needed to excel in their role as housekeeping staff in a hotel.
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American Hotel & Lodging Educational Institute: This organization offers a variety of housekeeping training resources, including
online courses, textbooks, and certification programs. https://www.ahle ore/training-and-cortification/ housckeening/

‘The British Institute of Cleaning Science: This organization provides training and certification programs for cleaning and

housekeeping professionals in the UK and around the world. htp:/ /s bics.ore ule/training
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Introduction

Good day everyone, My name is Adina Irimia ,
1 would like to welcome you allto this training presentation. The
purpose of this presentation is to ensure that we are all following
brand standards and Health and Safety procedures to provide the
best service to our guests and maintain a safe and healthy work
environment for ourselves.

As housekeeping staff, our role is critical in ensuring that our
guests have a comfortable and enjoyable stay. The cleanliness
and appearance of the rooms and public areas are key factors
that contribute to the overall guest experience.





