	
[image: UWTSD new Logo]

Component One:
“What are the key skills required when working in the housekeeping team?”


	Student name & No:
	Mohammad Tanvir Ahmed (2211271) 
	

	
	
Module Title:
	

Hospitality & Tourism Management
Institute of Management & Health
	

	
	Module Code:
	BMIH4006
	

	
	Lecturer:
	Mohammad Cassamo
	

	
	
	
	

	

The hospitality industry is one the wide category which includes a variety of services like food and drink services, lodging, theme parks, event planning, tourism, hotels, travel agency, bars and restaurants (Dashper, 2020). To full these services the hospitality companies comprise the different types of departments within their company. These departments are interlinked with one another and work simultaneously to cater for the needs of the customers and enhance the brand name of the company. As a student, I have been analysing the importance of these departments which would make the whole industry a success. One such department which is a crucial sector is the housekeeping team of the company (Zutshi, 2019). It is an operational department where its members are entitled to the role of maintenance, cleanliness, clearing public areas and surroundings and maintaining the rooms for the customers. 
I have acknowledged the importance of the housekeeping team as it maintained the high satisfaction level of the guest by making sure that the guest rooms and comfortable and clean (Palm and Kleinau, 2021). In addition to it, the academic knowledge that I have gathered has been crucial for me to analyse and apply my theoretical knowledge into practice as it helps in the maintenance of special guests effectively and quickly. The successful and effective housekeeper must have various characteristics which include both soft skills as well as hard skills which would be beneficial for the effective functioning of the company and in the industry as a whole. During my course of study, I was also able to analyse the skills which are crucial for the working of the housekeeping team. These skills include customer service by providing effective communication and unique responsibilities (Aagaard, 2023). For instance, the housekeeper of the tourism industry is obliged to follow strict rules for sanitation so that they will be able to make sure that the guests are in a healthy and clean environment. I have evaluated the importance of acquiring the skills which would make the team run in a successful manner. 
One of the most crucial skills for any housekeeping staff is the skill of time management. The members of the housekeepers are to complete various tasks in the given time (Jubaedah et al., 2020.). They should be able to manage the schedule of their work in an effective manner. In addition to it, I have also laid emphasis on and gathered knowledge about the communication skills of the housekeeper team. For instance, housekeepers in the hotel industry should be able to effectively navigate the guests in a daily manner and initiate interaction with the customers (Guo et al., 2019.). Similarly, they have to know interpersonal skills, which refer to reading the gestures or signals that others transmit and analysing them precisely in order to maintain effective reactions or feedback. Housekeepers usually work straight with customers or clients and even must be capable to work skillfully with others to be victorious at their work. The standard interpersonal skills required by the housekeeper to function in their work well contain responsibility, dependability and teamwork. Mainly it helps them to involve with the clients continually and satisfy or profit from being capable to function well with other specialists. The housekeepers must also have flexibility in their work because there is no suitable time for their work (Tra, 2020). They have to operate any time they are called or needed by the customers and they must function well in those times. If they happen to fail in those moments and earn a bad reputation from the customers it will affect the reputation of the whole staff and the hotel as well. This is one of the main reasons the housekeeping staff should have flexibility in their work. Even though many workers can wake up early and still do work at night but they do not do it with perfection and fail to do their job correctly (Pai et al., 2020). 
On the other hand, the housekeeping staff must be well organised with their work which will help them to do their job quicker and with more ease (Franciosi et al., 2020). It will help them to do their job with more pleasure and happiness and to do it with more perfection. It will help the brand to earn more positive feedback from the customers and they might visit again if the services and the rooms are well organised. To be well organised the staff should provide the best quality products such as coffee, soap, toothpaste, bedsheets, shampoo and many other products (Aagaard, 2023). 




Component Two: Action Plan
	“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 staff fails to meet the demands and requirements of the customers. 

	The staffs were not trained properly in this field and they were still in the learning process and most of the staff was newcomers (Shokouhyar et al., 2020). This thing happened to make a huge mistake where they failed to meet the requirements of the customers.
	To overcome this problem each and every staff member will be provided with more sufficient training and those who will still fail to meet the requirements will be fired.
	Each and every staff will be in monitor and they will be on track of the company (Saffar, and Obeidat, 2020). The company will track their activities each day and the staff with bad behaviour will be given effective counselling to improve their competence. 
	I would introduce workshops for improving their etiquette and behaviour collectively.

	The staff failed to clean the rooms and achieved bad feedback from the customers.

	There are shortages of staff in the company and most of the staff are new to the company (Shuqair et al., 2019). This thing even involved the senior staff teaching the newcomers about their work and failing to do their own jobs.
	The shortage of staff will be covered in a few days as the new recruitment will be open. In the recruitment phase, the candidates will be selected more precisely and with strict rules.
	This problem will not occur again as this is a rare moment it has occurred and then recruitment of the staff will be conducted every 6 months (Allard et al.,  2020).
	I will choose, recruit and lead the team who are ready to collaborate. With the right individual and the right habitat for development and growth.

	The company does not provide sufficient equipment for the staff.


	The company does not give attention to the housekeeping staff as they are mostly focused on the advertisement or the promotion of the company (Herron et al., 2020).  Even the staff does not complain about these things to the company as there is shortage of staff.
	For this problem, the staff will be provided with the best equipment for cleaning as the company has grabbed the attention of this issue from the feedback from the customers.
	In future, the equipment of each and every staff will be checked monthly and they will be provided with new equipment if the old one is broken or damaged (Ranney et al., 2020). 
	I will prioritise the well-being of each and every staff. If I practise this thing then the whole staff can work more efficiently with their day-to-day jobs and can help the company to achieve success.

	The time management skills of the staff are very bad.
	As I have discussed above there is very shortage of staff and most of the staff were forced to do two work at the same time (Adams and Blair, 2019). It even resulted that the time management skills of the staff were poor as they were having difficulties in making time for extra work.
	To improve their time management skills the staff will be given a short duration of training where they can achieve these skills slowly. 
	The company will have a monthly report of the staff where they have to know which staff is improving and which ones are not (Wang, 2019). The staff who are not improving will give more training.
	For the improvement of the team effectiveness, I will diversify my whole team. These things have a huge benefit in the workplace. 

	The communication of the staff must be improved.


	The staffs were not given much rest and they were having a rough time with their work and their communication with the customers turned into more aggressive (Kaasinen et al., 2020).
	The staff will be provided with more off time and will also be getting some training to improve their communication skills. 
	To avoid this in the future I will help every staff with their work and make them feel like they are important to the company (Verčič, 2021). If they are more happy and more satisfied with their work they will try to improve their capabilities in every field including their communication skills.
	I will lead the team with gratitude and share ideas regularly. I will support them in every field whether they do not feel comfortable.
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	Training Notes: The housekeeping staff must be provided with the most trending and advanced technologies for cleaning (Javaid et al., 2022.). It even helps the company to make a good standard of the brand and gain some good feedback. There are many new creations in the cleaning field as those things will help the staff to clean with ease and properly (Bridger, 2018). If the staff are provided with new products and equipment it will ensure the safety of health and can even help to stop the complaints from the consumers. Health and safety of the customers must be the first priority of the staff as to utilise this staff must be provided with more sufficient equipment.
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	Training Notes: The appropriate knowledge about the cleaning chemicals, solutions and uniforms are also significant aspects that are needed for the housekeeping staff to complete the cleaning (Leiter and Bakker, 2010). As uniforms help to acquire two purposes such as to safeguard the staff from the toxins and stains which arrive from day-to-day cleaning of commodity use. It even helps to make a good reputation in front of the customers. The chemicals are the final touch of cleaning as it helps to kill germs and bacteria and make the place smell good. It even helps to safeguard the customer's health from different kinds of diseases and earn good feedback from them.
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	Training Notes: Even though the housekeeping group may not be truthfully doing supervision or maintenance, it is their assignment to notify the maintenance of the issue (Raghubalan and Raghubalan, 2016). And even to observe their restoration from a damaged TV remote to a defective light fixture. It helps the company to make a good appearance and make a good reputation for the brand. The housekeeping should be informed that they are notified to observe each and every detail that is needed to be fixed or repaired.
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	Training Notes: All housekeeping groups no matter how large or small can enhance their communication skill (Casado, 2012). By working and developing through the communication of the staff the housekeeping crew will be more sufficient at their job and better organized at getting their task done. The happiness of the staff will be improved through good communication and this will, in turn, decrease the staff turnover. This is the reason the housekeeping staff must be provided with training in communication skills as it is the main element. It even helps the staff to make a good connection with the customers.
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	Training Notes: The "Health and Safety" or "Fire Protocol" can be tiresome but is a critical one. It can be entertaining for the housekeeping team during the training session as this is the essential element for maintaining the data (Mullins and Dossor, 2013). During training, it can be introduced in an interactive and fun way for the team to enjoy the training. This internship can literally protect the lives of the customers and even their own lives. There is no guarantee that accidents will not occur but if it does every staff member especially the housekeeping team must be ready for the outcomes and utilise the training.	
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	Training Notes: The housekeeping staff will most likely regularly interact with or pass guests with them (Quick, 2020). The way they interact and react with the guest is the key to the happiness of the guest and their return to their work. Lack of etiquette or poor interactions will greatly affect these factors. During training, the staff can be taught how to understand cultural differences, and how to approach etiquette and body language within the housekeeping team. Even the housekeeping team must learn how to interact and treat with the guest around them.
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	Training Notes: Multiple housekeepers are demanded to work additional hours each day established on the client's requirements. For example, if a staff is requested with cleansing an office or room. They might have to wait to start their work until all workers or clients have left the office or rooms for the evening (Fallon & Rutherford, 2010). Some staffs even have to work early in the morning or even overnight. Being flexible will help a housekeeper be accessible for further work and certainly earn more money. If each and every staff is flexible they can do any kind of work at any time without any difficulties.
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	Training Notes: The housekeepers must maintain excellent customer service talents as it helps to earn positive feedback and improve the reputation of the brand. This is because their job is established on the support of the customer so guaranteeing the satisfaction of the client and keeping them happy will benefit the company (Tesone, 2010). On the other hand, if the staff gives bad services to the client it can damage the reputation of the company and can even get negative feedback. The services for the customers are the main priority of the housekeeper as their main job is to satisfy the client’s demands.  
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	Training Notes: The staff of housekeeping must especially hold detail-oriented to be useful in their housekeeping work. From arranging different household objects to guaranteeing that every floors and windows are neat and left streakless. These cleaning specialists require a keen watch for detail to perform their duties without any challenges or faults (Vallen & Vallen, 2012). The more detailed a housekeeper is at achieving their work, the more acceptable they will be at their work. The staff should give attention to each and everything in the work as some clients refuse to stay in an unorganised palace.
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	Training Notes: The housekeepers usually operate on their own or they might operate with a small team of different housekeepers and must meet a set number of cleaning each day (Ferdinand and Kitchin, 2017). Being able to correctly handle time and place a schedule is an essential skill that is required for every housekeeper to maintain. Each and every housekeeping staff must be punctual for cleanings appointments and complete cleaning in the given time frame anticipated by the client.
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o The housekeeping staff must be provided with the
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