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Housekeeping is an important sector in the hotel business that is responsible for providing a clean and comfortable atmosphere for guests. Working in the housekeeping team necessitates a variety of skills that are essential for job success. This learning log summarizes the key skills required when working in the housekeeping team, the importance of this topic in the hospitality industry, and how I can apply theoretical knowledge in the industry.
One of the essential skills required when working in the housekeeping department is teamwork. Teamwork is depending not only on the technical talents of the team members but also on their ability to collaborate. To collaborate effectively, a team needs more than just team spirit. They must be able to stand by one another and manage disagreements such that they become beneficial rather than harmful. They also require teamwork abilities.. (Mullins & Dossor, 2013)
Another critical skill required when working in the housekeeping department is attention to detail. Housekeepers are responsible to maintain all bedrooms, hallways, restrooms, and public areas clean, hygienic, and orderly, according to housekeeping standards. The housekeeper will be in charge of providing room service, which includes keeping the allocated rooms, bathrooms, hallways, and common areas immaculately clean every day. This includes replacing towels, daily sweeping, mopping, and dusting, changing the bed linens, and completely cleaning the bathrooms. (Institute of Hospitality,2023)
Communication between the front desk, linen room and housekeeping is crucial for maintaining room status. The front desk needs to know which rooms are available for occupancy, while housekeeping needs to know which rooms require cleaning. Both parties refer to room status frequently throughout the day. (Vallen and Vallen, 2013)
Housekeeping staff must show concern for guests for them to want to return which is a key factor for increasing hotel occupancy and achieving success in the hotel industry. (Jones, 2008) Housekeeping departments are extremely important in today's lodging industry. Housekeepers maintain and serve public and special areas, clean guest rooms, run laundries, and run recreational and medical facilities, and in many circumstances. The crew of hosts and hostesses who welcome hotel guests include housekeeping staff as well. When something goes wrong during the visitor's stay, they act promptly to fix it and display concern and care. (Rutherford and O’Fallon, 2007)
 The success of a hotel business depends on effective housekeeping management in order to provide excellent experiences for hotel guests. Housekeeping is the hotel's largest department. The executive housekeeper is in charge of inventory, cleaning, staff, and the prevention of accidents and losses. The laundry can be done either in-house at the hotel or by a laundry service that has been hired. (Walker, 2007)
According to Marriott's website, the company places a strong emphasis in its housekeeping operations on "cleanliness, quality, and attention to detail" (Marriott International, 2023). The housekeeping staff at Marriott is responsible for keeping guest rooms clean and well-maintained, as well as providing additional services such as laundry and turndown service.
As a student pursuing a hospitality management course, I have gained theoretical knowledge of the skills required when working in the housekeeping team. My knowledge of communication will be useful when working in the housekeeping team. I will be able to communicate effectively with team members, supervisors, and customers to ensure that tasks are completed efficiently and that customers are satisfied. Attention to detail was crucial for ensuring that guests received a clean and comfortable environment during their stay. The housekeeping department is in charge of providing a clean, safe, and comfortable environment for guests, which is critical for customer satisfaction and loyalty. As a result, housekeeping is an essential part of the hospitality industry, and the skills required for this role are critical for maintaining high service and satisfaction standards.
In conclusion, working on the housekeeping industry necessitates several essential skills, including attention to detail, communication, and teamwork. These abilities are essential in the hospitality industry, particularly in housekeeping. I will be able to contribute to the success of any hospitality business by ensuring that the housekeeping department is run efficiently and effectively by applying this knowledge. 
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – You have just been promoted to 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?


	A guest complains that on their arrival, their room had not been properly cleaned.

	It is possible that the housekeeping staff responsible for cleaning the room did not follow the hotel's cleaning standards.
	A member of staff can instill trust in the process of dealing with a customer's complaint by establishing clear ownership of the situation and reiterating this to the client.
	Initially, the problem must be explored, and data must be collected and analysed. The problem's underlying cause must then be found, and possible solutions along with their cost must be taken into account.
	Learning from mistakes, strengthening operating processes, and delighting customers will all help the workforce.

	


	It could also be due to the lack of proper training.
	I will try to fix the problem of the guest or at least to try or appear to try to fix it.
	I will implement a procedure to ensure that employees knows how to deal with the situation should it occur again.
	I will also conduct training sessions to ensure that all staff members are aware of the correct procedures and protocols to be followed.

	


	It could be shortage of staff
	Attempt to see the issue from the customer's perspective and show some empathy for their position.
	I will introduce measures to increase communication and collaboration between team members.
	I will introduce a quality assurance program to ensure that rooms are checked thoroughly before they are handed over to guests.

	


	It could be lack of attention to detail
	I will investigate the cause of the complaint.
	I will set clear performance goals and expectations and provide regular feedback and coaching.
	I will introduce measures to increase communication and collaboration between team members. This will include regular team meetings, one-on-one sessions with team members, and a suggestion box to encourage feedback and ideas

	


	It could be a result of miscommunication among the housekeeping team
	I will ensure that the room is immediately cleaned to the guest's satisfaction. If the guest prefers, I can also offer a room upgrade or a complimentary service to compensate for the inconvenience caused
	I will support, motivate, and encourage subordinates to increase their performance by giving them chances for professional growth.
	I will also introduce incentives and recognition programs to encourage and motivate staff members to perform at their best.
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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: 
The housekeeping staff in any hotel, no matter what is its size, are the essential force that keeps a hotel business running smoothly because if the rooms are not clean and well-managed as well as the services provided to the guest are not up to the mark, the chances of guests returning decreases, and negative reviews may ensue. So, a floor housekeeping manager needs to ensure that the housekeeping team is giving their best services to the guests (Brazil et al., 2023). This presentation will therefore provide a proper training session for the housekeeping team to enhance their housekeeping skills by following health and safety protocols to achieve the brand standards .
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	Training Notes: 
The brand standard of a hotel is a collection of expectations and guidelines that establish the identity and values of the hotel brand which encompasses all aspects of the guest experience, from the design and decoration of the hotel to the level of services and amenities provided to guests. The standard usually spans different areas of the hotel, including guest rooms, public areas, food and beverage offerings, staff training and uniforms, marketing and advertising materials, and more. The core duty of a floor housekeeping manager and his staff is to oversee and maintain the proper brand standards of a hotel (Jain, 2020). 
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	Training Notes: 
The floor housekeeping manager should oversee and maintain the following components to achieve the brand standards. 
Develop clear brand standards and guideline
To ensure the brand standards, the first thing is to ensure a comprehensive guideline that defines the brand’s expectations in all the aspects of hotel and the floor housekeeping manager should be responsible for ensuring that all the staff members are well informed about these guidelines (Hsieh et al., 2020). 
Uniform and professionalism
The proper uniform gives the staff of a hotel a professional outlook which helps to retain the standard of a hotel and gives a positive vibe to the guests about the standards of the brand. At the same time, all the staff should be professional in their behaviour and should not undermine their role before the guests (Brazil et al., 2023).  
Proper Maintenance 
The floor housekeeping manager should be careful and ensure that the housekeeping staff are doing all the maintenance works properly and report any issues to the relevant department and monitor them properly. For instance, any broken material or defective products offered to the guests will determine the standard of the hotel brand (Hsieh et al., 2020). 
Communication
Communication with the guest is a major aspect of the standards of a brand because effective communication between floor housekeeping staff and the guests can increase trust and transparency. At the same time, guests can report any issues to the housekeeping manager and get them solved which helps uphold the standards of a brand (Alwadood et al., 2021). 
Fire protocols and safety procedures
Fire protocols are a major issue of the standards of a brand because it ensures mental security for the guests. Not having proper fire protocols can be hazardous in emergencies as well as it reduces the brand standards of a hotel. At the same time, all the safety precautions should be maintained to uphold the standards of a hotel (Alwadood et al., 2021).
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	Training Notes: 
Standard Operating Procedures
The staffs housekeeping should be trained more on standard operating procedures of a hotel such as cleaning guest rooms, public areas and other housekeeping tasks. This is very important for a hotel to sustain its brand image because these procedures demonstrate consistency and high standards (Hsieh et al., 2017).
Time Management 
Time management is a major aspect of the training session because hotel housekeeping staff should be punctual and attentive to the schedule, therefore,  time management training will increase the productivity of the housekeeping staff (Jaykumar, 2020).
Safety Protocols
As a housekeeping manager, it is very important to provide the staff members with the proper safety protocol training. Safety is the priority in every hotel and housekeeping staff should be able to make appropriate decisions in any emergency. So, the training session must educate the housekeeping staff about the basic and appropriate safety procedures (Jaykumar, 2020).
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	Training Notes: Improvement Of Communication Skills
The housekeeping manager should train the housekeeping staff to develop communication skills so that the staff can communicate with the guests properly and other team members to increase productivity and reduce guest complaints (Jaykumar, 2020).
Attention To Detail
It is important for all the members of housekeeping to keep eye on every detail and ensure the quality of the services and products offered to the guests. Appropriate training sessions can help build such skills for the staff of housekeeping members (Choy et al., 2021). 
Guest Satisfaction
Guest satisfaction is all a hotel seeks because guest satisfaction enhances the brand image and reputation of a hotel. So, the staff members should be highlighted the importance of guest satisfaction and should be trained on how to maintain them (Jaykumar, 2020). 
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	Training Notes:
 Health and safety are major issues for every brand, especially in the hospitality industry and it is an essential part of the standards of every hotel to protect the safety of guests, employees and the public. It is necessary to ensure guest safety, and employee safety as well as to comply with the regulations and increase the reputation and credibility of a hotel, therefore, health and safety protocols should not be undermined (Hsieh et al., 2016). 
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	Training Notes: 
Identify The Hazards
The authority and housekeeping manager should conduct necessary risk assessments to identify potential health and safety hazards that may affect guests, employees and the public in the hotel.
Develop policies and procedures
The housekeeping manager should develop clear and precise procedures for the health and safety of all the individuals inside the hotel (Lin et al., 2021). 
Provide training
The housekeeping manager should train the housekeeping staff on how to maintain safety and health protocols and conduct regular skill development sessions. 
Regular inspections
The housekeeping manager should conduct regular inspections and audits to ensure health and safety procedures are being followed (Lin et al., 2021).
Following the Law and regulations
The housekeeping manager should ensure that the hotel brand is abiding by all the governmental laws and regulations regarding the health and safety of a hotel brand. 
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	Training Notes: 
A lack of trained housekeeping staff decreases the reputation of a hotel and undermines the standards of the brand. So, proper steps should be taken by the floor housekeeping manager to train the housekeeping staff to ensure the best output from them by following proper safety procedures (Rosemberg et al., 2018). 
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	Training Notes:
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	Training Notes:
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Introduction

» The housekeeping staff in any hotel, no matter what
is its size, is the essential force that keeps a hotel
business running smoothly.

» A floor housekeeping manager needs to ensure that
the housekeeping team is giving their best services to
the guests (Brazil et al., 2023).

» This presentation will therefore provide a proper
training session for the housekeeping team to
enhance their housekeeping skills by following
health and safety protocols to achieve the brand
standards.
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Importance of Ensuring The Brand Standard

» The brand standard of a hotel is a collection of
expectations and guidelines that establish the identity
and values of the hotel brand which encompasses all
aspects of the guest experience, from the design and
decoration of the hotel to the level of services and
amenities provided to guests (Jain, 2020).

» The core duty of a floor housekeeping manager and
his staff is to oversee and maintain the proper brand
standards of a hotel (Jain, 2020).
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How To Ensure The Brand Standards

The floor housekeeping manager should oversee and
maintain the following components to achieve the brand
standards.

» Develop clear brand standards and guidelines (Hsieh
et al., 2020).

» Uniform and professionalism (Brazil et al., 2023).
» Proper Maintenance (Hsieh et al., 2020).
» Communication (Alwadood et al., 2021).

» Fire protocols and safety procedures (Alwadood et
al., 2021).
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Training The Housekeeping Team To Get The
Best Output (Cont.)

The training session should include the
following aspects.

» Standard Operating Procedures
» Time Management (Jaykumar, 2020).
» Safety Protocols
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Training The Housekeeping Team To Get The
Best Output (Cont.)

The training session should include the
following aspects.

» Improvement Of Communication Skills
» Attention To Detail (Choy et al., 2021).
» Guest Satisfaction(Jaykumar, 2020).





image9.jpeg
Importance of Health and safety procedures

» Health and safety are major issues for every brand,
especially in the hospitality industry.

» It is necessary to ensure guest safety, and employee
safety as well as to comply with the regulations and
increase the reputation and credibility of a hotel,
therefore, health and safety protocols should not be
undermined (Hsieh et al., 2016).
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Ensuring Health And Safety Procedures

Following steps should be taken to ensure health
and safety protocols.

» Identify The Hazards
Develop policies and procedures (Lin et al., 2021).
CLEAN UP

>

» Provide training SPILLS
» Regular inspections (Lin et al., 2021). 2

» Following the Law and regulations
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MEAN GOOD HEALTH

KEEP THIS AREA
AFE AND CLEAN
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Conclusion

A lack of trained housekeeping staff decreases the
reputation of a hotel and undermines the standards of the
brand. So, proper steps should be taken by the floor
housekeeping manager to train the housekeeping staff to
ensure the best output from them by following proper
safety procedures (Rosemberg et al., 2018).
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