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Week 1:

This week, I have been getting a better understanding of the core competencies that are necessary to work on the cleaning team. After participating in a few online classes and watching a few videos, I've realized that being successful in this field needs a significant amount of commitment, attention to detail, and laborious effort on the part of the worker. First and foremost, one needs to have strong verbal and written communication skills to interact successfully with customers, coworkers, and management (Bridger, 2018). It is essential for the success of any housekeeping team to have strong communication skills and to be able to give the highest possible level of customer service. In addition to this, it is essential to possess strong organizational skills as well as the capacity to prioritize responsibilities. To be successful as a housekeeper, you need to be able to multitask and organize your work so that the most important things get done first (Stone and Bryant, 2019).

Week 2:
This week, I have continued to get a better understanding of the core competencies that are necessary for working on the housekeeping team. As a result of my experiences, I now understand that it is critical to have a solid understanding of the procedures for cleaning and sanitation that are applicable in the workplace. This requires making certain that all surfaces, pieces of equipment, and furnishings are cleaned to the best possible degree, as well as ensuring that all safety regulations are adhered to (Singh and Jaykumar, 2019). In addition to this, it is essential to have a keen eye for detail and the ability to spot potential risks in a hurry. This guarantees that any possible threats to safety are dealt with as soon as they are identified.
Week 3:
This week, I have continued to get a better understanding of the core competencies that are necessary for working on the housekeeping team. I have realized that it is essential to have a solid comprehension of the many kinds of cleaning products, chemicals, and equipment that are utilized in the workplace. This is something that I did not know before (Leiter and Bakker, 2010). This includes being able to identify the goods that are best suited for each task, as well as knowing how to use and store them properly. In addition to this, it is essential to have a solid understanding of the many kinds of materials and fabrics that are utilized in the workplace, as well as the various cleaning methods that can be applied to each of these types of materials and fabrics (Whiting and Symon,  2020). 
Week 4:
This week, I have continued to get a better understanding of the core competencies that are necessary for working on the housekeeping team. My experience has taught me that it is essential to have outstanding time management skills and the capability to accomplish work within the allotted timeframe to be successful. This requires the ability to plan out and allow an appropriate amount of time for each work, as well as the ability to ensure that all chores are finished in a timely way (Marneros et al., 2020). In addition, it is essential to have a high degree of physical fitness in addition to a high level of endurance because certain occupations might be physically taxing.
Week 5:
This week, I have continued to get a better understanding of the core competencies that are necessary for working on the housekeeping team. I have realized that it is essential to have the ability to operate both independently and cooperatively with others. Working in an atmosphere that encourages collaboration and teamwork necessitates having strong interpersonal and communication skills, as well as the capacity to collaborate well with others. In addition to this, it is essential to have a constructive mindset, the ability to maintain concentration and motivation, and the skill to deal with challenging circumstances in a level-headed and professional manner (Arthur et al., 2021).
Week 6:
This week, I have continued to get a better understanding of the core competencies that are necessary for working on the housekeeping team. My experience has shown me that it is essential to have a solid comprehension of the policies, procedures, and standards for health and safety that are relevant to one's place of employment. This entails having the ability to recognize potential dangers and making certain that all safety protocols are always adhered. In addition, it is essential to have a solid understanding of the various kinds of cleaning products and equipment that are utilized in the workplace, as well as the methods that can be utilized to make use of them in a manner that is both secure and efficient (Raghubalan and Raghubalan, 2016).
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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?


	
Lack of proper communication.

	There is a communicational issue among the customer management and employee management department.
	I will employ easy communication by using a collaborative tool which will send fast messaging to all the employees who handle room cleaning.
	I will ensure a strict monitoring system where ignoring the messages will lead to salary deduction of the employee.
	I will motivate the team to maintain a highly communicative practice. I will encourage all the departments on the floor to meet and communicate on a regular basis.

	
Unwillingness among employees to work fast.



	The employees who work in the housekeeping department are not motivated enough to respond to a task intuitively.
	I will introduce some new rules to prohibit the house keeping staff from lack of readiness to complete a job.
	I will employ people from my team to supervise the housekeeping team is working effectively.
	I will introduce a rewarding program for those workers who will sincerely finish all their work on time and handle their duties responsibly.

	Lack of       monitoring employee performance.
	There is a lack of a proper monitoring system within the hotel floor.
	I will ensure a proper monitoring system by ensuring every employee is performing their duties sincerely.
	I will introduce a monitoring team who will take part in supervising whether everyone is maintaining their job roles or not.
	I will ensure employee recognition for those who will show a consistent best performance.

	


	
	
	
	

	


	
	
	
	




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: Guests should be informed of the hotel's location and amenities. Explain the variety of packages available. Provide details on the services and facilities available. Highlight the 24-hour concierge service and valet parking. Make sure guests are aware of the high-speed Wi-Fi access. Let guests know that pet-friendly accommodations are available.
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	Training Notes: Explain the importance of brand standards and how they create a unified and consistent image for the company. Discuss how brand standards build trust and customer loyalty. Show how establishing brand standards helps to engage employees with the company and its values. Remind employees of their responsibility to represent the company in a professional manner and adhere to the brand standards.

	

[image: ]



	Training Notes: Hand sanitiser must be provided throughout the hotel. All hotel rooms must follow strict cleaning protocols. All guests must complete a health questionnaire before check-in. All guests must adhere to social distancing protocols.
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	Training Notes: Customer satisfaction is important as it helps to create loyal customers and generate positive word of mouth. Always remain professional and courteous when handling complaints. Ensure that any solution you offer is within the company's policy. Documents all complaints and solutions provided to evaluate customer service effectiveness.
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	Training Notes: Encourage employees to maintain a professional attitude and behaviour in the workplace. Explain the importance of effective communication for successful business operations. Emphasize the need for active listening and clear, concise speaking. Stress the need to understand non-verbal communication, such as facial expressions and body language.
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Brand Standards and
Employee Engagement

* Brand standards create uniformity, consistency, and a
professional image across all departments.

¢ Brand standards ensure that customers and clients know
what to expect from your business (HO, 2020).

* They also help to increase customer loyalty and trust.

¢ Establishing brand standards allows employees to become
familiar with the company’s standards, increasing their
engagement with the brand.

* Brand standards help employees understand how they are
expected to represent the company and its values.
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¢ All staff must wear masks and maintain social
distancing

* All staff must wear gloves and sanitize
frequently (Mullins and Dossor, 2013)

* Frequent sanitization of all common areas,
including lobbies, restaurants, and elevators
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             Health & Safety Procedures      • All staff must wear masks and maintain social distancing • All staff must wear gloves and sanitize frequently (Mullins and Dossor, 2013) • Frequent sanitization of all common areas, including lobbies, restaurants, and elevators  
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* Listen to the complaint and acknowledge the
customer's feelings

* Show empathy and apologize
* Gather all the details and clarify the situation

e Offer a solution to the customer's
satisfaction

* Follow up with the customer (HO, 2020)
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             Guest Complaints      • Listen to the complaint and acknowledge the customer's feelings • Show empathy and apologize • Gather all the details and clarify the situation • Offer a solution to the customer's satisfaction • Follow up with the customer (HO, 2020)  
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* Professionalism is the practice of
maintaining a professional attitude and
behaviour in the workplace (HN, 2023).

* Professionalism is important for creating
a positive work environment and culture.

e Effective communication is essential for
successful business operations.

» Effective communication includes active
listening, clear and concise speaking, and
understanding non-verbal communication.
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              Professionalism & Communication • Professionalism is the practice of maintaining a professional attitude and behaviour in the workplace (HN, 2023). • Professionalism is important for creating a positive work environment and culture. • Effective communication is essential for successful business operations. • Effective communication includes active listening, clear and concise speaking, and understanding non - verbal communication.
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