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Providing reliable housekeeping services is essential to the success of the hospitality business. Since housekeeping services are thought to have an impact on guests' well-being, there are norms that all employees in the field must adhere to. This document briefly discusses and highlights the qualities that cleaning workers should have in order to give great services to customers. From my time spent working as a member of the housekeeping staff at a well-known hotel, I know first-hand how important it is for personnel on that team to possess both interpersonal and technical competence. It is important to have "soft skills,” such as the capacity to learn new things quickly, adapt to new situations, be persistent, and so (Singh and Jaykumar, 2019). It is possible to gain work proficiency and find out more about the significance of your professional performance with a solid grounding in business management abilities.
Working on the housekeeping staff requires a combination of technical know-how and people abilities. Detailed descriptions of each ability and its associated characteristics follow:
Hard skills 
· One of the most important qualities for someone to have on a housekeeping crew is perseverance. These characteristics make it easier to get things done without getting overwhelmed, and it's also possible to do tasks in a prioritised order. Any task, from sweeping to thorough cleaning to vacuuming and mopping, may be completed successfully if one is persistent and fulfils the entire procedure with determination (Stone and Bryant, 2019).
· The ability to remain calm under pressure is another complex quality that should be taken into account when hiring housekeeping workers. It's obvious that problems with communication or bad engagement with potential customer groups can arise when working on a team (Marneros, Papageorgiou and Efstathiades, 2020). Housekeeping staff members who are able to maintain their composure and do a better job of cleaning may benefit from this tactic.
· Housekeeping employees, whether operating in a team or independently, should also prioritise developing strong customer service skills. It's plain to see that a customer satisfaction check can fall under the purview of the same individual who handles multiple cleaning duties. It's obvious that if customers are unhappy with a hospitality service, they won't use it again. This makes it crucial to learn customer service and provide services tailored to individual customers' preferences (Carlisle, Ivanov and Dijkmans, 2021). It may be necessary to do so in order to guarantee improved personal branding and to earn more money for businesses by providing tailored services to customers.
· Any person interacting with the cleaning staff would do well to incorporate active listening abilities within their set of interpersonal competencies. It can be difficult for a hospitality firm to achieve its goals without extensive collaboration. Gaining resiliency in active listening skills can help the staff interact more effectively with one another and develop a deeper grasp of the best practises for service delivery (Marneros, Papageorgiou and Efstathiades, 2020). Being adaptable, having open conversations about any topic, and paying close attention during the work process are all viable solutions. As a result, the housekeeping staff has to practise active listening so that they can have more faith in the management of the company as a whole.
· Any member of a housekeeping staff would benefit from having a thorough understanding of HR standards and laws, as well as employment legislation, as this would allow for a better breakdown of how tasks are divided up amongst staff members. Furthermore, this can be achievable through improved understanding of employment legislation by keeping the organization's internal and external value stable (Whiting and Symon, 2020). Improvements in both service quality and working conditions for the housekeeping crew are possible as a result of adopting these practises.
Soft skills 
· Soft skills, such as the ability to work well with others and take responsibility, are essential for every member of a housekeeping crew. They may acquire social skills or learn to communicate better as a result, both of which would assist the professional provide their services more effectively (Carlisle, Ivanov and Dijkmans, 2021).
· Since most work in the hotel industry is now conducted digitally, front desk personnel need to have adequate computer knowledge. Keeping tabs on the service's progress can be challenging if you do not have the requisite computing skills (Marneros, Papageorgiou and Efstathiades, 2020). Gaining expertise in this area can lead to more efficient use of time and greater opportunities to provide dependable client service through openness and equity.
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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?

	The bed sheets are not clean
	There were stain all over the sheets which were not taken care off while cleaning the room for new guests. 
	Put a new sheet on the bed.
	This can be avoided by instructing workers to keep an eye on such things as part of their regular responsibilities (Olimovich, Bakhtiyorovic and Salimovna, 2020).
	Teamwork and the quality of provided services can be enhanced by instituting lines of communication, holding regular meetings, and implementing training programmes.

	The shower mat is dirty
	Because of their ignorance, housekeeping staff often neglects to disinfect the space under shower mats.
	I am going to have a cleaning crew come right away.
	It is important to maintain a regular cleaning schedule for all of the bathroom mats and towels. There have to be rules in place regarding this aspect of sanitary maintenance (Escortell, Baquero and Delgado, 2020).
	Because dirt accumulates quickly on shower mats, they should be replaced every month. This is necessary to maintain high standards of service.

	The accumulation of filth has rendered the windows inoperable.
	There is a lack of maintenance with this window.
	I will set up a rapid cleaning procedure.
	Creating a cleaning schedule and checklist
	A thorough cleaning should be done once a month in unoccupied rooms (Guo, Cheng and Pavlou, 2019).

	In one of the windows, the curtain is missing.
	The housekeeping staff was careless.
	Put up a curtain at the window right away.
	The housekeeping staff should pay closer attention to avoid these kinds of accidents (Sahoo et al., 2020).
	The team needs to follow a regimen of consistent practise to monitor and enhance its progress (Andrade, Miller and Westover, 2021).




Component Three:
Contribution to Overall Module Assessment: 50%
Your task is to create and prepare a presentation following the detailed scenario provided below.

In light of the recent guest complaints, your role as floor housekeeping manager requires you to create a basic training presentation for your cleaning team members in order to get the most out of them, maintain brand standards, and comply with all Health and Safety regulations.
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	Notes for Trainers: One of the most essential parts of cleaning is maintaining a spotless floor and carpet. While there is no shortage of cleaning products and tools on the market today, it is essential to use the right tools while cleaning floors and carpets to ensure worker safety and product quality. Wet Extractors, Solvent Extraction Machines, Rotary Floor Machines, Small Rotary Brushes Wet Shampoo Machines, and Scarifying Machines are some of the most effective cleaning equipment for this purpose that are commonly utilised in our hotel. The slide explains how to operate the machinery, and the employees will learn proper procedures for doing so from the training they get. The personnel will gain a technical understanding of the equipment and how to operate it effectively through this training. Because of this, we anticipate zero problems with maintaining clean floors and carpets. There will be a separate evaluation procedure for the staff. The "AON Hewitt model" is implemented, with the "say," "stay," and "strive" outcomes of employee engagement serving as the primary goals. Employees are required to maintain a high level of dedication to the company, a low rate of turnover, and high levels of enthusiasm in their work.
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	Training Notes: In housekeeping communication is crucial among the employees to understand the deficiency and requirements on the floors. There are many areas where more than one employee needs to work together or an unusual problem arises and in these cases reporting and repairing the problem should be initiated as soon as possible. Some of the examples are presented on the slide. From these examples, the employees will learn about the high-quality work approaches and as the outcome the employees will be more engaged with the process and supervision of the floor will be more effective. The employees can be accessed through interviews and here also the above-mentioned "AON Hewitt model" can be used.
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	Training Notes: There are some areas in the guest rooms that are usually neglected but must be cleaned and some of such cases are mentioned in the slide. The housekeeping team needs to focus on these areas more closely. The list provided on the slide makes the employees more aware about the facts and as a result cleaning becomes more effective. The employees can be accessed through practical sessions and interviews. Here, the “Deloitte engagement model” can be used for employee engagement. The main purpose of this model is to create a high-quality organisation through high-quality services. Here, the employers are responsible for creating a positive work environment and growth opportunities for the employees. 
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	Training Notes: A room attendant's job is to keep an eye on the room's conditions and make sure the visitors are relaxed and content. The most crucial responsibilities are outlined in the preceding slide, and beyond that, workers are urged to be extra vigilant. Employees can be encouraged to take on additional responsibility and get their work done faster with the help of this list. Employees can gain access to these abilities through a full day of hands-on testing. The "Deloitte engagement model" can be applied in this scenario as well. This is because, according to this model, companies should encourage their staff to take pride in their profession by providing them with a pleasant place to come each day.
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	Training Notes: Cleaning the floors is a significant component of housekeeping, and this slide details the various options available to our hotel's housekeepers. Employees' improved understanding of conventional floor cleaning procedures is a direct result of this talk. Observing workers as they go about their work is a great way to gauge how much they've learned.
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	Training Notes: Laundry services are required daily for the numerous objects that gather in guest rooms. Sheets, pillowcases, and curtains are all examples of this category. Furthermore, a cycle should be followed in these procedures, as shown on the slide, in order to deliver high-quality service to the guests. The personnel will gain a standard method for carrying out laundry operations, which will improve the efficiency and effectiveness of the cleaning services. Customer feedback can be used to measure the success of this training.
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	Training Notes: 
Bedbugs are the most prevalent parasite in hotel rooms, causing discomfort for guests and damaging the business's reputation. The cleaning staff needs to be on the lookout for it. However, windows are notorious for showing signs of neglect. You can effectively deal with these problems using the methods presented in the slide. As a result, the workforce is better able to do their jobs thanks to the information provided. The absence of visitor complaints is indicative of competent management in these areas.
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	Training Notes: We've already talked about the tools that will be needed, but it's important to make sure you're picking the right ones for the job. On this slide, we'll go through some of the considerations that should be made before settling on a piece of machinery. This knowledge will lead to better decisions and more efficient cleaning.
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	Training Notes: Learning the fundamentals of cleaning will ultimately lead to improved efficiency and data-driven decision making on the part of staff. Workers who have a firm grasp of the fundamentals of the sector are better able to uphold health and safety regulations.
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	Training Notes: When you've finished with the preceding steps, utilise the checklist on the following slide to double-check that you've met all of the housekeeping requirements. Every morning, all employees should review this checklist. The efficiency of the service will increase as a result.
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TRAINING ON INSPECTION TO AVOID COMMONLY
NEGLECTED CLEANING AREAS

Some of the most ignored regions are,
Cabinets, drawers, and similar furnishings
Decorative items displayed in a home

Unless they are cleaned on a regular basis,
electric gadgets will collect dust.

Windows' rods and frames

the carpeting beneath several pieces of
furniture

‘The ground beneath the shower mat, the
washbasins, the creases in the paper towels
and the toilet seat (Chiang, Chen and Hsu,
2019)

Bathroom and other room ventilation
systems, including baseboard fans
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DAILY TASKS OF INDIVIDUAL GUEST-ROOM
ATTENDANTS

Make a daily schedule with room
assignments.

Carts and cleaning supplies need to be
organised.

Get the guest rooms ready to be cleaned.

Sweep the floors, dust the furniture, and
vacuum the carpets.

Bed preparation and room adornment

put down carpeting and clean the floors.

Get rid of everything labelled "special guest
service equipment.”

Carry on the same rituals in the afternoon
(Davras and Caber, 2019)
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TRAINING ON STANDARD METHODS OF “FLOOR
CLEANING AND MAINTENANCE

Mopping is an easy way to clean the
floor and get rid of everyday dirt and
dust.

Scrubbing is used to get rid of grime
that is very stubborn, such as grease
and grime.

When buffing, you spray the floor with
a solution that helps polish it and keeps
it shiny (lannuzzi and Sacchetto, 2022).

Scarifying is a method for removing
stubborn filth that regular scrubbing
won't get rid of.

0 polishing, spray cleaning is
typically performed after scarifying.
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TRAINING ON LAUNDRY OPERATIONS

The first order of business for the

room service staff is to remove
everything from the rooms.

Then the things need to be delivered
to the laundry room.

Classification and arrangement of
goods

Items will be washed, dried, and re-
hung

Separately folding each item before
returning it to the housekeeping staff
(Kuo etal.,, 2021)





image8.png
TRAINING ON CLEANING BEDS AND WINDOWS

Bed bugs in hotels can only be
eliminated with a consistent chemical
pest control programme.

Instead of potentially dangerous
chemicals, plant-based resources can
be employed in the process.

If you don't make window washing a
daily habit, it will becoming harder to
maintain (Zhu et al., 2021).
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TRAINING ON SELECTION OF CLEANING EQUIPMENT

How many square feet can be cleaned per

hour? This is a measure of productivity.
How well the machinery does its job and ‘
how much intervention is needed is what

we mean by "performance. |

Simple operatior
evaluate the equipment's size, weight,

Itis important to

power needs, and storage method -
(Devrim, atkolu, & Bayram, 2021). o ey w0 wamd ao) b

Use and storage safety are additional du

problems. |

4l -
Appropriateness: Considering the task at \ ﬁ) \ ’
hand, the available space, and any

P —— o
potential obstacles =

The price includes both the initial
purchase price and any necessary repairs.
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TRAINING ON PRINCIPLES OF CLEANING FOR THE
ENTIRE HOUSEKEEPING DEPARTMENT

It is important to clean without
damaging the flooring, walls,
furniture, accessories, or carpets.
The cleaning process should be
efficient both in terms of time and
money.

When cleaning, it's important to keep
in mind that all relevant health and
safety regulations (Yu et al., 2022).
It's important to limit equipment
noise and use non-hazardous

cleaning solutions.
All trash must be disposed of in an
orderly fashion
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TRAINING ON “HOUSEKEEPING STANDARDS OF
CLEANING”

Nothing is left on the floor, and all
floors are spotless.

Everything from the carpets to the
laundry has been cleaned and put
away where it belongs (IKENWA and
OLUSEGUN, 2019).

The plumbing, fixtures, and airflow in
the restrooms are all spotless.
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TRAINING ON THE USE OF EQUIPMENT USED IN
CARPET AND FLOOR CLEANING

‘The primary function of the wet extractor is to

keep the carpets' "surface appearance” in
pristine condition.

‘The carpets and curtains can be cleaned with
the help of a solvent extraction machine.

‘The Rotary Floor Machine is a versatile tool
with many applications. To clean floors, this
can be used for a variety of purposes,
including "dry-foam cleaning," which involves
the use of brushes and pads, and buffing,
scrubbing, and so on.

portable rotary-brushes wet-shampoo
machines with an additional brush are mostly
used to clean carpets with wet shampoo, and
this little form of such equipment is ideal for
on-the-go cleaning, The machine also comes
equipped with a drying and suction system
(Ginthotavidana and Waidyasekara, 2022).

‘The primary function of scarifying equipment
is to remove stubborn deposits from floors
that are too thick to be scrubbed away.
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TRAINING ON COMMUNICATION MAINTENANCE

Temperature in the room: During housekeeping, if the
airconditioner or heater is malfunctioning, the
appropriate staff member should be notifed.

“The t phone, and other electrical items in the
‘guestroom must al be in working order before the.
housekeeping staf can leave.

Bedspreads: Worn or stained becspreads give off a poor
vibe and should be replaced on a regular basis (Choy,
Chengand Yo, 2021)

The crew i responsible for routinely checking the
foom's lighting to ensure that al ights re working
properiy

Walls n bathrooms: tains, peeling paint, and other
signs of neglect can give the impression that the space s
unclean and should be addressed on a regular basis.

Maintaining heath and safety necessitates adequate
ventiation. The floor manager needs o be informed
immediately f thee is  problem with the ventilation
system.





