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	[bookmark: _heading=h.qz091ijyq72j]This section will be focused on housekeeping job roles and in the hotel industry housekeeping is one of the most critical job aspects. The ultimate function of housekeeping is to keep the hotel clean which helps the hotel to develop its brand image and attract more guests. Hence, the housekeeper needs some specific skills which will be discussed in this section.   
[bookmark: _heading=h.i0j1gt5jn3xw]
In the hotel industry cleanliness is the first and foremost important aspect as it helps to create a good impression among the guests (Cottrell, 2019). Therefore, I can say that the housekeeping department plays a crucial role in the hotel industry, it helps to maintain the level of customer satisfaction to a great extent. To deliver a great level of satisfaction and develop a good impression the housekeeper needs to build some particular skills which help them to perform their tasks more accurately. I found that presentation is the primary required skill for a housekeeper to impress the guests. Moreover, as I am also part of housekeeping, I found that communication skill is another major skill that is needed to work in a housekeeping department. Additionally, housekeeper needs to finish their tasks within the given time hence, time-management skill also plays a vital role.  
      
[bookmark: _heading=h.gbsbhudf93fx]When a person works in an organisation he or she has to work together for a better outcome (Thébaudet al., 2021). I have also realised that for the housekeeping department collaboration is mandatory. Being a part of this department, I also need to work collaboratively with my co-workers. Working collaboratively allows the housekeeper including me to increase productivity. Moreover, this skill is beneficial for supervising the workplace easily. I have realised that working together allows me and my co-workers to accomplish each task on the scheduled time. In addition to these, team working or working collaboratively is very important to avoid any kind of critical situation in the workplace and finish the whole task within time. Therefore, I understood the importance of team working skills in the hotel industry.       
[bookmark: _heading=h.t8to2usyevgi]
Managing time or finishing the tasks within the stipulated time is mandatory for every work including the housekeeping job role (Andrade et al., 2021). Being a part of the housekeeping department, I also found the same. I have observed that a housekeeper needs to clean a lot of rooms and deliver different kinds of services to valuable guests. In this context, if the housekeeper is not able to deliver the services within time, then guests will be unsatisfied and can give a negative review regarding that particular hotel. In addition to these, I have also noticed that the housekeeping department needs to track the check-in and check-out time of guests and needs to provide different kinds of services such as cleaning bedsheets, bathrooms, and rooms according to the guest’s requirements. Therefore, a housekeeper should possess effective time-management skills.     
[bookmark: _heading=h.abfnvtbo9bvy]
For housekeepers, presentation skills play a vital role, with the help of these presentation skill they can impress the guests and the higher management of the hotel easily (Değirmenci and Arzu, 2019). I observed that the housekeeping department has the responsibility to present a clean room, bathrooms, bedsheets, and other aspects of the rooms. For performing this role presentation skill is very important. Moreover, this skill is important to feel the guests valuable and increase their satisfaction level. I have noticed that my manager is also highly focused on presentation skills as it helps to develop the brand image of the hotel.        
[bookmark: _heading=h.y3z5zexpnn5f]
[bookmark: _heading=h.jpb0btrxe046]Effective communication skill is mandatory for every job role whether it is housekeeping or not (Kyalo, 2023). Moreover, people, who are working in a group can effectively understand the preference of co-workers as well as the customers. I have understood that housekeepers who have effective communication skills can easily connect with guests who come from different backgrounds. Clear communication is very important for each company as it promotes a good and strong relationship with customers as well as employees. Through effective communication, I can ask different kinds of questions in which I have doubts. In addition to these, clear communication allows me and my peers to deliver better services while understanding the choice of every guest. Furthermore, communication skills allow housekeepers to maintain a transparent relationship with guests and perform tasks more effectively.      

In the end, it can be concluded that in the hotel industry housekeeping department is an essential department that is directly connected to developing the brand value, brand image, and the competition level of the hotel. Therefore, the entire housekeeping team need to possess some major skills such as presentation, communication, collaboration, and time management.  
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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 room for the guests was not cleaned properly affecting guest satisfaction due to the lack of appropriate coordination between employees. 
	Maintaining cleanliness and hygiene is one of the most fundamental and essential requirements to drive the satisfaction and retention of guests in accommodation providers (Kim and Han, 2022). The primary reason that I have identified behind the occurrence of this situation is the lack of collaboration and coordination between housekeeping and cleaning staff. Due to the allocation of inadequate time for cleaning, the staff have faced challenges in properly cleaning the room for the guests. Along with the same, heavy work pressure can majorly affect the quality of service offered by individuals. As a result of the heavy workload on the cleaning and housekeeping staff, they have faced significant difficulties to ensure the cleanliness and hygiene of the room which will be used by the guests. The lack of appropriate supervision has led to issues for the cleaning staff to maintain the hygiene and cleanliness of the room. Additionally, the lack of supervision and expertise in the cleaning and housekeeping department also created challenges for the team to ensure proper cleanliness for its guests. The lack of proper scheduling and staff allocation for cleaning has created challenges for the hotel to maintain the cleanliness of the hotel room.
	As per the problems, it can be identified that the lack of supervision, expertise and the necessary time to clean the room due to the heavy workload has affected the overall efficiency of the cleaning team to ensure cleanliness and hygiene for the guests. As the team leader, I have to take responsibility for the issue that has happened and its impact on the satisfaction of guests. First of all, I will apologise to the guests for the inconvenience that has been caused due to the lack of cleanliness of the hotel room. I will allocate the necessary staff to ensure proper cleaning of the room as soon as possible. On the other hand, I will request the guest to shift to another room with better services until the room is cleaned. As compensation for the inconvenience, free lunch will be offered to guests. After cleaning the room, the guests can shift back to their room as per their will. I will also communicate with the cleaning team to identify any internal or technological issues faced by them while conducting the cleaning process in the room. With the help of this, I will communicate with the management to overcome those issues to ensure appropriate cleanliness and hygiene in rooms. 
	As a team leader, my primary responsibility is to identify the issues and challenges faced by my team members while conducting their job roles. A leader is responsible for ensuring the efficiency and productivity of his or her team members (Newman and Ford, 2021). Thus, by analysing as well as addressing the challenges and issues faced by team members, I should be able to drive the productivity and efficiency of the overall team. I will communicate with the management to implement the necessary changes in scheduling to ensure the presence of adequate cleaning staff in the hotel. Thus, I will be able to overcome the challenge associated with inefficient scheduling and the lack of cleaning staff on the floor. I will also communicate with my team members to understand their lack of skills and knowledge which is creating challenges for them to ensure appropriate cleanliness and hygiene for guests. With the help of this information, I will communicate with the management to arrange a training programme for cleaning staff to help them in gaining a clear idea of maintaining hygiene and cleanliness. Thus, I will prevent the occurrence of such incidents in the future. 
	The primary measures that are required to be taken to improve the team's effectiveness and issues faced by team members are needed to be addressed to ensure their efficiency and productivity. I will organise appropriate training programmes for team members to gain effective knowledge and skills to ensure their competencies in cleaning the rooms properly. Performance-based incentives can be an effective method for companies to boost the performance of their employees leading to better services (Tzaniet al., 2022). Therefore, I will communicate with the management and finance department to introduce performance-based incentives for cleaning staff to drive their competencies and engagement with their job roles. Along with the same, I will interact with the management and human resource department of the hotel to recruit more employees to address the staffing needs. It can also help the hotel to ensure the availability of adequate cleaning staff to ensure appropriate hygiene and cleanliness for guests. Through this, the effectiveness of the overall team can be improved. 

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	



“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: In the hotel industry housekeeping is one of the primary departments in which the success of the organisation depends. The housekeeping staff is responsible for assuring that guest areas are spruced and trimmed. They have to manage the health and safety of every guest by cleaning beds, bathrooms, and rooms. Moreover, the housekeeping department is also responsible for motivating guests by providing quality service (Jones, 2010). Therefore, the presentation will be going to demonstrate the importance of housekeeping in the hotel industry, and how they can contribute to making the hotel successful worldwide. Additionally, the housekeeper has to satisfy guests' demands accordingly.        

	
[image: ]





	Training Notes: The standard of the brand indicates the brand texture which plays a great role to maintain the overall organisational properties effectively. In this context, the brand standard of the hotel may include valuing guests, providing proper cleanliness, presentation, and other necessary aspects. The housekeeping department needs to maintain the check-in and check-out times of every guest appropriately (Chung and Byrom, 2021). The housekeeping department needs to follow proper health and safety measures while satisfying the guest's demands. Additionally, the entire housekeeping department needs to perform their tasks in an ethical way so that guests will not get any chance to do complaints against the respective hotel.     
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	Training Notes: In the hotel industry housekeeping department is one of the most important departments. They play the primary role in the hotel by satisfying guests' demands. The entire housekeeping department has to maintain the health and safety measures of every individual. This department is responsible for providing a great level of comfort to each and every guest in a significant way (Qin et al., 2023). In addition to these, the housekeeping department is also responsible for interacting with guests directly. It will help the housekeepers to know the guests' perspective and provide service according to that perspective. Employees who have associated with this department need to take part in different kinds of training sessions which will help them to improve their skills significantly.   
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	Training Notes: Employees who are working with the housekeeping department of the hotel industry need to be ensured that they should use the right equipment and products for the valuable guests. In addition to this, housekeepers need to assure that they use proper cleaning techniques to maintain guests’ safety and health in an appropriate manner (Youricket al., 2019). Moreover, the room equipment needs to be dust and dirt free. They should avoid toxic elements to clean rooms and bathrooms. By following all these things, the housekeeping department can provide good quality work.     
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	Training Notes: In an organisation employee engagement play a vital role to execute different kinds of business tasks without any obstacle. In this context, “The Aon Hewitt Model” is essential for improving employee engagement and improving organisational understanding (Bridger, 2018). It will help them to provide great quality services to all the guests. This model helps the hotel industry to develop a good relationship between the employees and the organisation through effective communication. In addition to these, employee engagement can be improved by offering feedback while analysing the performance of every employee who is associated with the housekeeping department.    	
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	Training Notes: Health and safety  
In the post-pandemic situation, the importance of hygiene and cleanliness has increased significantly among hotel companies. As a result, the preferences of consumers have also shifted towards cleaner and more hygienic hotel and accommodation services. Therefore, hotel companies are needed to take appropriate measures to ensure the safety and security of employees as well as guests (Rawal et al., 2020). Appropriate cleaning and sanitising of rooms and other equipment in hotel rooms are also needed to be ensured by hotel companies to drive the satisfaction of their guests. In addition to the same, ensuring proper cleanliness and hygiene of hotel rooms and other accommodation services can help hotel companies to enhance their brand image while increasing the retention of their guests.
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	Training Notes: Time management and scheduling
Time management and appropriate scheduling allow hotel companies to improve their overall organisational productivity and efficiency. As a result, effective time management and scheduling of employees help hotel companies to offer appropriate service quality to their guests while driving the satisfaction of their guests (Gonzalez-De-la-Rosa et al., 2023). Therefore, hotel companies should train their staff to manage their time efficiently while maintaining the quality of services offered to guests. Appropriate time management can be an essential quality of hotel companies and their staff to ensure promptness of their services ensuring the satisfaction and retention of guests. Effective scheduling of employees can help staff to avoid heavy workloads allowing them to maintain their productivity and efficiency. 
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	Training Notes: Disposal of waste
Appropriate waste disposal plays a major role in hotel companies to ensure their guest satisfaction. Hotel companies are responsible for the separation as well as disposal of waste created by their operations and guests to reduce their environmental impact. “The Environment Protection Act 1990” concentrates on the protection of the environment in the UK (Legislation, 2023). The legislation requires companies operating in the country to optimise their operations to reduce their environmental impact along with appropriate disposal of waste. Housekeepers and cleaning staff in hotel companies should take responsibility to clean rooms and hotel premises. Additionally, the staff also needs to dispose of the waste generated through services offered to guests.
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	Training Notes: guest complaints
The growing utilisation of the internet and social media has increased among UK consumers. As a result, the importance of guest reviews and complaints has increased significantly as well. Hotel companies are required to identify challenges and issues faced by their guests throughout their stay in those hotel companies (Gaur et al., 2021). Guest complaints have a major impact on the brand image of hotel companies leading to lower sales and growth. Therefore, hotel companies should acknowledge guest complaints to identify challenges and issues existing in their services. Thus, by addressing those issues hotel companies can improve the satisfaction and retention of their guests.
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	Training Notes: conclusion 
As per the above study, it can be said that the importance of cleanliness and hygiene has increased noticeably among hotel companies. Hotels are required to identify challenges and issues faced by their guests regarding cleanliness and hygiene. Appropriate training should be provided to staff to ensure their competency. Additionally, appropriate scheduling should also be implemented by hotel companies to ensure the availability of adequate staff to maintain service quality (Grobelna, 2021). Hotel companies should also focus on acknowledging the complaints of their guests to identify problems faced by them. By addressing these challenges and maintaining hygiene hotel companies can improve their brand image. 
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In the hotel industry housekeeping department is one of the
most important departments.
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The entire housekeeping department has the duty to maintain
the health and safety measures of every individual.
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In an organisation employee engagement play a vital role to

execute different kinds of business tasks without any obstacle.

The Aon Hewitt Model is essential for improving employee
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(Bridger, 2018).
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HEALTH AND SAFETY

Hotel companies are needed to take appropriate measures to ensure the
safety and security of employees as well as guests (Rawal ef al., 2020).

In the post pandemic situation, the importance of hygiene and cleanliness
have increased significantly among hotel companies.

The preferences of consumers have also shifted towards cleaner and more
hygienic hotel and accommodation services.

Appropriate cleaning and sanitising of rooms and other equipments in
hotel rooms are also needed to be ensured by hotel companies to drive the
satisfaction of their guests.

Ensuring proper cleanliness and hygiene of hotel rooms and other
accommodation services can help hotel companies to enhance their brand

image while increasing the retention of their guests.
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TIME MANAGEMENT AND SCHEDULI

effective time management and scheduling of employees helps hotel companies to offer
appropriate service quality to its guests while driving the satisfaction of their guests

(Gonzalez-De-la-Rosa e al., 2023).

Time management and appropriate scheduling allows hotel companies to improve their

overall organisational productivity and efficiency.

Hotel companies should train its staff to manage their time efficiently while maintaining

the quality of services offered to guests.

Appropriate time management can be an essential quality of hotel companies and their
staff to ensure promptness of their sevices ensuring the satisfaction and retention of

suests.

Effective scheduling of employees can help staff to avoid heavy workload allowing them

to maintain their productivity and efficiency.
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DISPOSAL OF WASTE

“The Environment Protection Act 1990” concentrates on the

protection of the environment in the UK (Legislation, 2023).

Appropriate waste disposal plays a major role in hotel companies to

ensure their guest satisfaction.

Hotel companies are responsible for the separation as well as
disposal fo waste created by its operations and guests to reduce their

environmental impact.

The legislation requires companies operating in the country to
optimise their operations to reduce their environmental impact along

with appropriate disposal of waste.

Housekeepers and cleaning staff in hotel companies should take the

responsibility to clean rooms and hotel premises.

Environment
Protection
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GUEST COMPLAINTS

The growing utilisation of the internet and social media has

increased among UK consumers.

The importance of guest reviews and complaints have increased

significantly as well.

Hotel companies are required to identify challenges and issues faced
by their guests throughout their stay in those hotel companies (Gaur
etal., 2021).

Guest complaints have a major impact on the brand image of hotel -

companies leading to lower sales and growth.

Hotel companies should acknowledge guest complaints to identify

challenges and issues existing in their services.
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CONCLUSION

As per the above study, it can be said that the importance of cleanliness and

hygiene has increased noticeably among hotel companies.

Hotels are required to identify challenges and issues faced by their guests

regarding the cleanliness and hygiene.
Appropriate training should be provided to staffto ensure their competency.

Additionally, appropriate scheduling should also be implemented by hotel
companies to ensure the availability of an adequate mumber of staff to

maintain service quality (Grobelna, 2021).

Hotel companies should also focus on acknowledging the complaints of their

guests to identify problems faced by them.

By addressing these challenges and maintaining hygiene hotel companies can

improve their brand image.
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INTRODUCTION

In the hotel industry housekeeping is one of the
primary department.
The housekeeping staff is responsible for assuring that

guest areas are spruced and trimmed.

They have the duty to manage the health and safety of
every guest by cleaning beds, bathrooms, and rooms.

The housekeeping department is also responsible for
motivating guests by providing quality service (Jones,
2010).





