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	Introduction 
Housekeeping staff are responsible for ensuring that the guests are spruced and trimmed. In other words, the housekeeping department is the backbone of a hotel, and it plays a major role to keep the guests happy and satisfied. As a housekeeping member in the hotel Premier Inn, I have identified several necessary skills for a housekeeping member. Hence, in this component, some essential skills for working efficiently in a housekeeping team have been mentioned along with their importance. 
Skills required to work in a housekeeping team. 
Hardworking 
As per the views of Bridger (2018), housekeepers need to put their energy and time into providing polished home cleaning. Hence, being a hardworking housekeeping staff refers to working tirelessly in order to manage an environment where the guests can keep satisfied and happy with the service. Hence, as a member of the housekeeping team at Premier Inn, I have also felt that hard work is required to complete all tasks in hotels. There is a wide range of responsibilities that need to be fulfilled such as changing sheets, clearing rooms, garbage removal, cutlery services and many more, (Raghubalan and Raghubalan, 2016). I have also observed that too much job pressure and duties are one of the key reasons for job stress among the team members of housekeeping. Based on my experience I have faced a lot of pressure as I have to clean and maintain hygiene within the hotel rooms as well as in corridors. Therefore, I have focused on improving my flexibility and time management so that I can complete all the tasks on time and provide an effective experience to the guests of Premier Inn. 
Attention to everyone 
According to the views of Cottrell (2019), one of the most essential roles of a housekeeper is to observe all the things within the hotel such as cleanliness, hygiene and attractive approach within the hotel rooms. Therefore, it can be said that a housekeeper is also a scrutinizer who checks all the major to minor things within the hotel so that guests can be kept satisfied. At Premier Inn, I have learned that providing attention to each thing and every guest helps to meet their needs which keep them happy, and they gain a better experience in the hotel. Therefore, I have focused on developing my attention to detail skills so that I can analyze all the things and resolve any issues that can create a negative impact on the customer’s experience. This skill can help me to clean and organise stuff as much as possible which can gradually enhance the brand name of Premier Inn to provide an outstanding guest experience. 
Confidentiality 
As opined by Leiter and Bakker (2010), in a hotel confidentiality regarding the information of the guests is not only managed by the HR professionals and senior managers but housekeeping also plays a major role to maintain the confidentiality of guests as well as the hotel. Premier Inn follows the Data Protection Act 2018 to manage the privacy of its guests and employees who are working in the hotel. Hence, I have understood that keeping crucial information private is very important while working in hotels. Hence, while working at Premier Inn I have followed the Data Protection Act 2018 and all other rules which have been developed by the hotel to maintain confidentiality. This skill of housekeeping makes the guests feel safe and gain the trust of the organisation in which they are working. 
Time management skills 
As stated by Mullins, L. and Dossor (2013), housekeeping service is not provided by a person rather it is considered as teamwork. Hence, time management is very essential while working in a housekeeping team to complete all the tasks on time and support the team members effectively. My co-workers in the housekeeping team of Premier Inn have educated me about this skill and its importance. Time management is one of the most important skills for housekeeping team members so that they can complete all the tasks on time and provide an outstanding experience to the guests. Therefore, I have developed a daily routine along with time so that I can complete all the assigned roles for me on time and lead the entire housekeeping team of Premier Inn towards high performance. 
Conclusion
Thus, it can be concluded that this section helps to identify some essential skills which are required to work in a housekeeping team. Premier Inn where I am currently working as a housekeeper in a leading hotel chain in U.K hence in this place, I have learnt about these skills which can help me to enhance my performance. 
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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.

4
	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?


	One guest raised the issue regarding the cleanliness of the room as it was not clean overly 


	The reason for the Cleanliness issue can be a lack of training and attention among the new staff, (Quick, 2020). 
	I have decided to spend more funds on the training programme for the new staff. 
	I would make sure that all the staff get proper training and I would check their performance frequently to prevent this kind of issue. 
	I would measure employees' performance every month by using a performance monitoring tool. 

	Poor food quality 


	The reason for poor quality food in hotels can be the inability to follow the right cooking instructions and the use of fresh ingredients, (Casado, 2012). 
	I would check the quality of the ingredients used by the chef along with their cooking process. 
	I would recruit and train all the kitchen staff so that they only use fresh and quality ingredients for the food along with the right cooking instructions. 
	I would implement modular kitchen and advanced kitchen tools so that high-quality food can be made with fresh ingredients. 

	Rude staff behaviour 

	Lack of communication and voice modulation training is the reason for rude behaviour among staff, (Fallon and Rutherford, 2010). 
	I would identify the staff and conduct a meeting to improve their attitude towards the customer. 
	I would introduce soft skill training to manage the behaviour and communication of staff.  
	I would appoint an expert professional to measure the staff performance of individual employees. 

	Delay in room-service 

	Lack of time management skills in housekeeping is the reason for delay in work, (Ferdinand and Kitchin, 2017). 
	I would provide a time limit for the staff to provide room services. 
	I would make sure that all staff follow the time amount which has been provided to give room service. 
	By introducing the time monitor and performance monitor I would measure this. 

	Room telephones are not working. 


	Lack of advanced technology is the issue for telephone disruptions in hotels, (Johnston et al., 2012). 
	I would work on repairing the telephone services of the hotel rooms. 
	I would use the latest technologies in the rooms and all over the hotels for providing better customer service. 
	I would introduce technological skill development processes in training sessions. 



Component Three:
Contribution to Overall Module Assessment: 50%
	The Health & Safety Act of 1974 focuses on the legal responsibilities for ensuring the safety for health and welfare of people along with keeping them in a positive workplace environment, (hospitalitynet.org, 2023). Hence, as a floor housekeeping manager, I have the responsibility to train all the teams to abide by this law so that they can ensure a high standard of safety for guests in Premier Inn. This act also allows employees to practise ethical behaviour within the firm so that a positive and healthy environment can be developed where individual employees can improve their performance. 

	Training Notes: Health and Safety Act 174 

	As per the views of Jones (2010), the elements of the Deloitte employee engagement model are meaningful work, a positive work environment, growth opportunities and trust in leadership. Hence, the application of this employee engagement model can be helpful for all the staff of Premier Inn to provide meaningful work to employees along with a healthy working environment. Employees need to understand that their performance is associated with guests' experience hence upgrading their skills means upgrading their performance for providing an outstanding experience to the guests, (hotelowner.co.uk, 2023). 
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	Training Notes: Application of Deloitte employee engagement model  

	The Consumer Lawof U.K focuses on protecting all the rights of consumers regarding any product or service. Hence, the issues which have been faced by the customers in the services of the hotel can be a major issue of breaching Consumer Law. This can affect the brand image of Premier Inn which can also gradually reduce the annual revenue of the hotel. As a housekeeping manager, I have the responsibility to satisfy the needs of customers and protect their rights. Therefore, I have taken the initiative to train employees properly so that the employees can meet the needs of employees. 
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	Training Notes: Implementation of consumer law 

	As a service provider, our hotel Premier Inn follows the Equality Act 2010 so that any of the staff do not discriminate against any of the guests as per their religion, race, disability and gender, (premierinn.com, 2023). Therefore, as a staff, we are not allowed to behave rudely or arrogantly with any of the guests. Hence, the staffs need to follow this act for providing better and equal services to the guests of Premier Inn. 
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	Training Notes: Implementation of Equality Act 

	Managing a healthy and safe working environment by applying the 3Es of safety in the hotel is essential for motivating staff and improving their performance.  The three Es of this model are evaluation, education, and enforcement, (Rogers, 2008). This practice can help me to develop a safe workforce and training session where staff can educate about different laws and regulations that need to be followed within Premier Inn. 


	Training Notes: Application 3Es of safety 
	



	The Health and Care Act 2022 has been introduced for delivering a safe environment to people so that their health can be improved, (Wood, 2013). Hence, I have taken the initiative to follow this law so that the issues regarding food can be overcome. This act can allow the staff to maintain the use of fresh ingredients that can allow them to serve high-quality food to the guests. 

	Training Notes: Application of Health and Care Act 2022

	According to the views of Sharma et al., (2019), cleaning and sanitising in the hospitality industry is essential for providing a unique guest experience. Hence, in Premier Inn the measurement of cleaning and sanitising is the major focus to develop a strong customer base and improve the brand image of the company. As per this measurement, the housekeeping staffs needs to be trained so that after this pandemic employee can follow the safety protocol developed by the government. This initiative ensures that guests would get a cleaned room with proper technologies which can assist Premier Inn to overcome the issues of dirty rooms and lack of technology. 
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	Training Notes: Safety and hygiene measures 

	As per the views of Tesone (2010), the Welfare of provision includes lighting, sanitary arrangement, cleanliness along with health and safety. In the current situation, all hotels of U.K follow this provision to provide healthy and outstanding services to the customers. Hence, as a manager of the team, I have decided to focus on this Welfare Provision so that Premier Inn can overcome the issues of dirty rooms, telephones not in working condition and poor-quality food. Therefore, from the present time the training session would include all these provisions so that each housekeeping staff, especially the new staff, can understand their roles and responsibilities properly and provide an effective guest experience. 
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	Training Notes: Implication of Welfare of Provision 

	As stated by Vallen and Vallen (2012), the Work and Safety Act 2011 is a framework that has been developed for protecting the rights of employees. Hence, I have felt that focusing on this specific act can allow our hotel to provide a better opportunity to the employees. Therefore, I have taken the initiative to fix a time limit for working along with shift timing so that the job stress which has been faced by housekeeping staff can be reduced. I believe that working on a proper schedule can allow employees to balance their personal and professional lives. This can also keep them motivated in the workplace which leads them to fulfil their duties properly. 


	Training Notes: Application of Work and Safety Act 2011

	The initiative to develop emergency services for guests has been also taken so that if any guests face any health issues in the hotel they can get immediate medical help from the hotel, (restaurantonline.co.uk, 2023). I have implemented new changes and adoption of the latest technologies within the workplace so that if any guest faces any health-related issue in their room they can get immediate help by calling and ringing the alarm. This can allow our hotels to make a differentiation from all the other hotels and improve the brand image of Premier Inn. In addition to that the guests can be easily attracted to the hotel with the help of this emergency procedure’s introduction. Therefore, all the housekeeping staff must develop their ability to use the latest technologies to provide an effective service to all the guests of the hotel. 
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