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Introduction:
In the realm of the hospitality industry, the housekeeping team holds a critical role in ensuring cleanliness, comfort, and guest satisfaction. As I delve into the key skills required for working in the housekeeping team, this journal aims to summarize my learnings, personal reflections, and industry examples that highlight the significance of these skills. By connecting theoretical knowledge with practical experiences, I will explore how these skills can be effectively applied in real-world hospitality settings.
        Housekeeping encompasses more than routine cleaning; it demands a combination of essential skills to create an inviting and pleasant environment for guests. Throughout this journal, I will examine the key skills essential for housekeeping excellence, including attention to detail, time management, communication and teamwork, adaptability and flexibility, as well as professionalism and confidentiality.


I. Attention to Detail 
Attention to detail is crucial for housekeeping professionals as it directly impacts the cleanliness and presentation of guest rooms and common areas. Meticulous attention involves thorough cleaning, proper arrangement of amenities, and ensuring neatly placed linens. By paying attention to even the smallest details, such as removing stains or tidying personal items, housekeeping staff create a pristine environment that exceeds guest expectations. Clean and well-maintained rooms contribute to guest satisfaction, leaving a positive impression and fostering loyalty towards the hotel. Additionally, attention to detail extends to identifying maintenance issues or potential hazards, allowing prompt resolution and ensuring the safety and comfort of guests. Through industry examples and personal experiences, I've realized the importance of meticulous attention to detail in delivering exceptional housekeeping services.




II. Time Management 
Time management is essential for housekeeping professionals due to the demanding nature of their responsibilities. They must clean multiple rooms within a limited timeframe while adhering to strict check-in and check-out schedules. Effective time management allows them to accomplish tasks efficiently, ensuring rooms are ready for occupancy and maintaining smooth operations. Prioritizing tasks, allocating sufficient time for each room, and utilizing time-saving techniques optimize efficiency without compromising quality. By managing time effectively, housekeeping staff meet deadlines, prevent delays, and ensure a positive experience for arriving guests. Time management also applies to coordinating with other departments, such as communicating with the front desk to prioritize room cleaning or collaborating with maintenance for repairs. Through industry examples and personal experiences, I've realized the crucial role of time management in smooth operations and guest satisfaction.

III. Communication and Teamwork
Clear communication and teamwork are vital skills for housekeeping professionals as they interact with various individuals and collaborate across departments. Effective communication ensures efficient task completion and prompt resolution of guest requests or issues. Housekeeping staff must communicate with the front desk, providing updates on room statuses, reporting maintenance issues, and accommodating guest preferences. They also coordinate with colleagues to optimize workflow and ensure timely room cleaning. Through personal experiences, I've learned to communicate professionally, actively listen, and collaborate effectively. Strong communication and teamwork enhance guest satisfaction, streamline operations, and create a positive work environment for housekeeping professionals.

IV. Adaptability and Flexibility 
Adaptability and flexibility are essential for housekeeping professionals who often face unexpected changes and challenges. The dynamic nature of the hospitality industry requires adjusting to diverse situations. Last-minute room changes, increased arrivals, or special guest requests demand flexible scheduling and task prioritization. Housekeeping staff must accommodate early check-ins or manage unforeseen incidents promptly. Adaptability and flexibility enable them to provide a high level of service, resolve issues efficiently, and ensure a seamless and enjoyable guest experience. Through industry examples and personal experiences, I've come to appreciate how these skills contribute to guest satisfaction, operational efficiency, and overall success in the hospitality industry.

V. Professionalism and Confidentiality 
Professionalism and confidentiality are vital for housekeeping professionals due to their access to guests' personal spaces and belongings. They must handle responsibilities with utmost professionalism, displaying a friendly demeanor, addressing concerns promptly and respectfully, and maintaining a polished appearance. Strict adherence to confidentiality guidelines ensures guests' privacy and the respectful treatment of personal belongings. Trustworthiness and discretion are essential in maintaining confidentiality, instilling confidence in guests that their personal space and possessions are secure. Upholding professionalism and confidentiality builds trust, fosters positive guest relationships, and upholds the hotel's reputation in the hospitality industry.






Conclusion:
In conclusion, the key skills required for working in the housekeeping team are crucial for maintaining cleanliness, guest satisfaction, and operational efficiency in the hospitality industry. The skills of attention to detail, time management, communication and teamwork, adaptability and flexibility, as well as professionalism and confidentiality are essential for success in this role.

Attention to detail ensures that every aspect of cleaning and room preparation is addressed meticulously. Effective time management allows for efficient task completion and timely service. Strong communication and teamwork foster collaboration and facilitate smooth operations. Adaptability and flexibility enable housekeeping professionals to handle unexpected situations and meet changing guest needs. Upholding professionalism and confidentiality builds trust and enhances the hotel's reputation.
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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?


	
Guest complaint about a persistent foul odour in their room

	
Possible cause could be a malfunctioning air conditioning system or lack of thorough cleaning in hard-to-reach areas.
	
1. Investigate the source of the odor by inspecting the room and identifying any potential causes.
2. Promptly address the issue by deep-cleaning the room, including thorough sanitization of carpets, upholstery, and other surfaces.
3. Repair or replace the air conditioning unit if necessary.

	
Implement a regular maintenance schedule for deep cleaning and air quality checks in all rooms to prevent future odor-related complaints.

	
Odor Control Measures: Implement additional odor control measures, such as using air fresheners or natural odor-absorbing materials in guest rooms. Consider introducing odor-neutralizing products or technologies to combat persistent smells effectively.













	
Guest reports stained or torn bed sheets in their room.

	The housekeeping team might have overlooked the condition of the bedsheets during the cleaning process or missed the need for replacement.
	1.Apologize to the guest for the inconvenience caused.
2. Immediately replace the stained or torn bedsheets with fresh, clean ones.

	1.Conduct thorough training sessions for the housekeeping team to emphasize the importance of inspecting bedsheets for any damages or stains.
2.Implement quality control measures, such as regular checks of bedding conditions during room inspections.

	1. Establish a reporting system where housekeeping staff can easily notify management of any bedding issues, ensuring quick resolution and preventing future occurrences.


	Guest complains about excessive noise coming from nearby rooms.

	Lack of effective soundproofing measures or guests not adhering to noise regulations.
	1Apologize to the guest and assure them that their comfort is a priority. 2.Contact the guests in the neighboring rooms and kindly remind them of the hotel's noise policy.
	1.Evaluate the soundproofing measures in affected rooms and take necessary steps to improve insulation or address any deficiencies.
2.Provide noise-cancellation devices or offer room relocations to the affected guest if feasible.
	Regularly communicate noise regulations to all guests during check-in and display reminders in guest rooms to ensure awareness and compliance.


	
Guest discovers insects or pests in their room.
	Possible causes could include gaps in windows or doors, poor pest control measures, or nearby infested areas.
	1.Apologize to the guest for the inconvenience and assure them that immediate action will be taken.
2.Conduct a thorough inspection of the room to identify and eliminate any pests or insects.
	Strengthen preventive measures such as sealing gaps, regularly inspecting rooms for potential entry points, and implementing a robust pest control program.







	Collaborate with the hotel's maintenance team to identify and address any structural issues that may facilitate pest entry.


	
Guest reports malfunctioning amenities or appliances in their room.

	Possible causes could be outdated or poorly maintained equipment or technical faults.
	1Apologize to the guest and express the hotel's commitment to resolving the issue promptly.
2Conduct a thorough inspection to identify the malfunctioning amenity or appliance.
3.Repair or replace the faulty equipment as quickly as possible to restore full functionality.
	Implement regular maintenance checks and servicing schedules to prevent future occurrences of malfunctioning amenities.

	Continuous Improvement Initiatives: Encourage a culture of continuous improvement within the team. Seek feedback from team members on process improvements and implement their suggestions where feasible. Regularly review and update procedures to streamline operations and enhance efficiency.
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	Training Notes: Remember, our success as a team relies on each individual's commitment to delivering exceptional service. Let's embrace this opportunity for growth and learning. Together, we will elevate our housekeeping standards and set a new benchmark for excellence in the industry.
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	Training Notes: Let's take pride in our work and understand the profound impact we have on our guests' experiences. With every room we clean and every detail we attend to, we have the power to create a positive and lasting impression. Together, let's go above and beyond to exceed our guests' expectations and leave a lasting impression of excellence.
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	Training Notes: Each interaction with a guest is an opportunity to showcase our commitment to our brand. By embodying our brand standards in everything we do, we reinforce our hotel's unique identity and elevate our guests' perception of our service. Let's embrace these standards as a roadmap for delivering excellence in every aspect of our work.
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	Training Notes: Safety is not just a priority; it is a value we uphold as a team. By strictly adhering to Health and Safety procedures, we create a secure environment for both our guests and ourselves. Let's prioritize our well-being and contribute to a culture of safety, both within our team and throughout the entire hotel.
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	Training Notes: Cleaning is both an art and a science. Let's master the techniques that not only make our work efficient but also result in exceptional cleanliness. By continuously honing our skills, we can deliver outstanding results and create a welcoming and comfortable environment for our guests.
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	Training Notes:  Our dedication to excellence lies in the details. Let's challenge ourselves to leave no stone unturned, ensuring that every room is a reflection of our commitment to perfection. It's the little details that make a big difference in creating memorable experiences for our guests.
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	Training Notes: Time is a valuable resource, and we must use it wisely. Let's work together to streamline our processes, manage our time effectively, and find innovative ways to deliver exceptional service without compromising quality. With efficient time management, we can exceed guest expectations and ensure a smooth operation.
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	Training Notes: We are a team, and our strength lies in our unity. Let's communicate openly, listen attentively, and support one another in our common goal of delivering outstanding service. Together, we can create a harmonious work environment and provide an exceptional guest experience that exceeds expectations.
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	Training Notes: Our guests are unique individuals with varying needs and preferences. Let's approach every interaction with flexibility, empathy, and a willingness to go above and beyond. By adapting to their needs, we demonstrate our commitment to their satisfaction and create personalized experiences that leave a lasting impression.
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	Training Notes: Our professionalism defines us as individuals and as a team. Let's embrace our roles as ambassadors of our hotel and exemplify the highest standards of professionalism in every interaction. By treating our guests with respect, warmth, and attentiveness, we can create meaningful connections and ensure their utmost satisfaction.	

	[image: ]

	[image: ]






References


1. Brown, A., & Jones, T. (2018). The Front Office Manual: The Definitive Guide to Trading, Structuring, and Execution. Harriman House Limited.
2. Ingold, J. (2019). Front Desk Operations and Management. Goodfellow Publishers Limited.
3. Kasavana, M., & Brooks, R. (2017). Managing Front Office Operations. American Hotel & Lodging Educational Institute.
4. Medlik, S., & Ingram, H. (2016). The Business of Hotels. Routledge.
5. O'Fallon, M. J., & Rutherford, D. G. (2018). Hotel Management and Operations. John Wiley & Sons.
6. Powers, T., & Barrows, C. W. (2017). Introduction to Management in the Hospitality Industry. John Wiley & Sons.
7. Tesone, D. V., & Ricci, P. (2018). Front Office Operations and Management. Routledge.
8. O'Neill, J. W., & Mattila, A. S. (2018). Understanding the role of communication in hotel service  recovery. International             Journal of Hospitality Management, 70, 67-77.
9. Pizam, A., & Mansfeld, Y. (Eds.). (2019). The Routledge Handbook of Hotel Marketing and    Management. Abingdon: Routledge.
10. Upchurch, R. S., & Wang, D. (2019). Revenue management in the hotel industry: Impact of the length of stay requirements on room revenue. International Journal of Contemporary Hospitality Management, 31(7), 3056-3074.

image4.png
Introduction

Welcome, team!

| am your Floor Housekeeping Manager, and today | am
excited to share with you a training presentation focused on
elevating our housekeeping excellence.

Our goal is to ensure that we consistently achieve brand
standards and prioritize Health and Safety procedures.

Together, we can enhance our performance, create a
memorable guest experience, and uphold the reputation of
our hotel.





image5.svg
            Introduction  Welcome, team! I am your Floor Housekeeping Manager, and today I am excited to share with you a training presentation focused on elevating our housekeeping excellence. Our goal is to ensure that we consistently achieve brand standards and prioritize Health and Safety procedures. Together, we can enhance our performance, create a memorable guest experience, and uphold the reputation of our hotel.   


image6.png
Importance of Housekeeping Excellence

As housekeeping professionals, we play a crucial role in
guest satisfaction and the overall success of the hotel.

Our commitment to housekeeping excellence directly
impacts the reputation of our establishment and creates

lasting impressions on our guests.

By providing a clean, comfortable, and inviting
environment, we ensure that our guests feel valued and

cared for during their stay.





image7.svg
             Importance of Housekeeping Excellence  As housekeeping professionals, we play a crucial role in guest satisfaction and the overall success of the hotel. Our commitment to housekeeping excellence directly impacts the reputation of our establishment and creates lasting impressions on our guests. By providing a clean, comfortable, and inviting environment, we ensure that our guests feel valued and cared for during their stay.   


image8.png
Brand Standards.

Adhering to brand standards is vital for maintaining
consistency and delivering exceptional service. These.
standards encompass cleanliness, room presentation,
amenities, and guest interactions. By upholding these
standards, we create a consistent and memorable guest
experience that aligns with our hotel's brand identity.





image9.png
Ensuring the health and safety of our
guests and team members is
paramount. It is our responsibility to
follow proper

It is always imperative to follow
Health and ty protocols, such as

ppropriately, using
> manner, being

proper ergonomic practices

eporting any acc
potential safety risks right away





image10.png
Effective Cleaning Techniques

Effective cleaning techniques are essential for achieving
impeccable cleanliness and exceeding guest
expectations. By employing proper cleaning methods, we
ensure that every surface and area is thoroughly cleaned,
sanitized, and maintained to the highest

standards.





image11.png
Attention to Detail

Attention to detail

us apart in del

ring exceptional

Every guest room should be meticulously inspected,
ensuring that no detalis overlooked.

By paying close attention to cleanliness, amenities, linens,
and overall room presentation, we create an environment
that exceeds guest expect





image12.png
Time Management Effective

Time management is crucial in achieving productivity and
ensuring timely completion of tasks

8y prior
saving technia

ng optimizing workflow, and utilizing time-
/e can maintain high standards while

maximizing efliciency





image13.png
Communication and Teamwork

\munication and teamwork are the

stering open commurnication channels and
colla

fectively with our colleagues and other
depart
misunder:

nts, we can enhance productivity, prevent
5, and provide seamless service to our

gquests




image14.png
Adapting to Guest Needs .

ntial in providing

The ability to adapt to guest needsi
personalized service and exceeding expectations.

By being attentive, flexible, and proactive, we can anticipate
guest preferences, handle I
a delightful and memorable stay for our gt





image15.png
Professionalism and Guest Interactions

Professionalism and Guest Interactions Professionalism is

lasting impression and build guest loyalty.





image16.png
LEARNING

LEARNING LEARNING





image17.svg
                Conclusions:


image18.png
REFERENCES

Brown, A., & Jones, T. (2018). The Front Office Manual: The Definitive Guide to Trading,
Structuring, and Execution. Harriman House Limited.

Ingold, J. (2019). Front Desk Operations and Management. Goodfellow Publishers Limited.

Kasavana, M., & Brooks, R. (2017). Managing Front Office Operations. American Hotel &
Lodging Educational Institute.

Medlik, S., & Ingram, H. (2016). The Business of Hotels. Routledge.

g'gallon, M. J., & Rutherford, D. G. (2018). Hotel Management and Operations. John Wiley
ons.

Powers, T., & Barrows, C. W. (2017). Introduction to Management in the Hospitality
Industry. John Wiley & Sons.

Tesone, D. V., & Ricci, P. (2018). Front Office Operations and Management. Routledge.

O'Neill, J. W., & Mattila, A. S. (2018). Understanding the role of communication in hotel
service recovery. International Journal of Hospitality Management, 70, 67 -77.

Pizam, A., &Mansfeld, Y. (Edsg. (2019). The Routledge Handbook of Hotel Marketing and
Management. Abingdon: Routledge.

Upchurch, R. S., & Wang, D. §2019). Revenue management in the hotel industry: Impact
of the length of stay requirements on room revenue. International Journal of Contemporary
Hospitality Management, 31(7), 30563074.





image19.svg
             REFERENCES 1. Brown, A., & Jones, T. (2018). The Front Office Manual: The Definitive Guide to Trading, Structuring, and Execution. Harriman House Limited. 2. Ingold, J. (2019). Front Desk Operations and Management. Goodfellow Publishers Limited. 3. Kasavana , M., & Brooks, R. (2017). Managing Front Office Operations. American Hotel & Lodging Educational Institute. 4. Medlik , S., & Ingram, H. (2016). The Business of Hotels. Routledge. 5. O'Fallon, M. J., & Rutherford, D. G. (2018). Hotel Management and Operations. John Wiley & Sons. 6. Powers, T., & Barrows, C. W. (2017). Introduction to Management in the Hospitality Industry. John Wiley & Sons. 7. Tesone , D. V., & Ricci, P. (2018). Front Office Operations and Management. Routledge. 8. O'Neill, J. W., & Mattila, A. S. (2018). Understanding the role of communication in hotel service recovery. International Journal of Hospitality Management, 70, 67 - 77. 9. Pizam , A., & Mansfeld , Y. (Eds.). (2019). The Routledge Handbook of Hotel Marketing and Management. Abingdon: Routledge. 10. Upchurch, R. S., & Wang, D. (2019). Revenue management in the hotel industry: Impact of the length of stay requirements on room revenue. International Journal of Contemporary Hospitality Management, 31(7), 3056 - 3074.   


image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




image2.png
Empowering the Hosekeeng Team to
Team to Create a Seamless Guest
Experience

OPERATINGHOTEL FACILITIES
Student name: RalucaPetre

Module code:BMIH4006

Student number:2029612
Lecturername:MuhammadCassamo





image3.svg
            Empowering the Housekeeping Team to Team to Create a Seamless Guest Experience    OPERATING HOTEL FACILITIES Student name: Raluca Petre Module co de:BMIH4006 Student number:2029612 Lect urer name: Muhammad Cassamo


