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What are the key skills required when working in the housekeeping team? 750 words (+/- 10%)
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A housekeeper needs certain abilities to do their work well. These abilities might vary depending on a housekeeper's individual responsibilities and area of employment, and they can include everything from providing excellent customer service to having an attention to detail. To guarantee that guests are in a clean and hygienic environment, a professional housekeeper, for instance, may need to follow specific cleaning regulations. One skill I demonstrated whilst being on placement is my time management skills. This could be by designating a certain amount of time to clean one room, so the allocated list is completed by the time the guests check in. Another skill is attention to details. This is important as hygiene is a big part of hospitality and therefore the cleaning process has to be done professionally and to a high standard. I also had to ensure that the rooms met the expectations of the guests, so they are satisfied with their place of stay.  Attention to details is also important in housekeeping because I had to make sure that I returned the items I had to temporarily move whilst cleaning and make sure that they were put back in the right place.  Communication skills is very important as every housekeeper has to follow instructions given by housekeeping supervisors and duty managers on every shift. This is to ensure all tasks are professionally carried out to a high standard. Flexibility is also important in housekeeping because depending on a guests’ needs, housekeepers are needed to work a variety of hours a day. For instance, if a housekeeper is assigned with cleaning an office building, they might have to wait until all of the workers have left the building for them to start their work. During placement I was flexible with my shifts because everyday is different in hospitality as some days are quiet and other days are very busy. Due to the check in time in Premier Inn Middlesbrough Town Centre, the rooms must be ready before 3pm, ready for the guests to check in. Housekeeping is an important role in the hotel industry because there are different tasks that must be completed by a certain time. I also demonstrated good customer service skills whilst on placement as I had to ensure that guests were satisfied with the service I provided. I acted in a friendly manner whilst encountering with guests as I made sure they had everything they needed, and I made sure to clean their room whenever it suited with them. I had to develop several hard skills to carry out the tasks that is required to fulfil my job. For example, stripping rooms that requires removing bed covers, pillow covers, duvet covers, towels, and bins. I also had to sanitize tabletops, bedside tables, windowsills, and chairs etc. My role also includes making beds to a very high standard, cleaning bathrooms, hoovering, dusting, mopping, polishing, and checking pest control for any bed bugs. I also have to know what cleaning chemicals I have to use for different tasks. For example, Premier Inn use a chemical called Sani 4 in one foam for the toilets, a spray called D10 for sanitizer, and a super mop to clean tiles and bathrooms. I also remained consistent with my attention to details skills to ensure that the guests know what to expect and so the housekeeping supervisors and duty managers can rely on me to meet their expectations as a housekeeper. Planning my shifts is very important because this allows me to know the tasks I must complete during my shift and so I don’t forget and miss out any tasks. For example, the housekeeping supervisor provides housekeepers with a list of rooms they have to get ready by a certain time. My first placement as a housekeeper I was paired with my buddy called Loraine and we were allocated 13 rooms which we completed before scheduled. For housekeeping, a variety of equipment can be utilised. The key thing I learned whilst on placement at Premier Inn was the skill to have speed and have attention to detail. They also taught that everything was to be done to the brand standard and every room should be exactly the same. An example of this, is that the rooms have to be stripped, sanitized, and set up which was to be repeated for every room. This is to maintain the standardised image of the Premier Inn brand and to ensure that guests have the same experience in whichever location they stay in. This stresses the key skills to have within housekeeping as it determines what type of image a brand will have.
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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 housekeeper is not trained properly.

	The housekeeper did not follow the policy for cleaning rooms properly.
	Extra training and staff meetings to let team know how to handle this.
	Keep a checklist for each housekeeper to follow when cleaning a room.
	Give team a motivating meeting to get them to feel appreciated for their hard work.

	The guest is demanding a refund.

	Their room was not cleaned properly.
	Try and explain to them they could have a refund but would be better if they got another room which was cleaned properly so that they have somewhere to stay.
	Do regular checks on random rooms weekly to check if the rooms have been cleaned to a good standard and appraise staff when necessary.
	Speak to members of staff to try and persuade customers to still stay at the hotel by offering a clean room as soon as possible.

	The guest wants to speak to manager to complain.

	Due to their room not being clean upon arrival.
	Let them know the manager is aware of this, however this can be fixed by just offering a clean room.
	By double checking each room before each guest arrives and before allocating the room.
	Tell staff members to console the guest before the manager gets involved.

	The guest said they would leave a bad review.
	Their room was unclean upon arrival.
	Explain to them that their problem could be solved when given another room or that to express their feeling they could write a review if they wished.
	Before the guest was to arrive, make members of the housekeeping team check each room that is to be checked in to ensure no complaints.
	Keep staff updated about complaints and if there have been no complaints for a long period of time, staff on the housekeeping team could get a reward for their hard work.

	The room has been cleaned but not to a good standard.
	It could have happened due to the room being a recently departed room and would need to be investigated to see if the room was clean or not.
	Move the guest to another room is possible and get the room cleaned as soon as possible.
	Get a team member to double check every room before a guest arrives.
	I would upscale team members to be self-room checkers and have regular spot checks by housekeeping supervisors.



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: Hi my name is Dillu, your housekeeping manager. I will just be giving you all a brief presentation on basic training to help minimise some of the recent guest complaints we have been receiving.
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	Training Notes: One thing you should always be is prepared! This will help us to start the day off right and have everything at the ready to help to everything as efficiently as we can. Make sure to have your tools where they need to be to help you be quick and not have to keep going back and forth.
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	Training Notes: Stripping a room is important as there re many different people that stay in a hotel room, and no one wants to feel as though their room has been used. Therefore, it is the housekeeping crew’s responsible to make sure every room is spotless. Stripping a room includes emptying the bins, removing old towels, etc. 
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	Training Notes: Sanitising a room is also important as being on top of sanitation procedures is essential for keeping guests loyal and comfortable in the hotel sector. This includes dusting the window ledge, cleaning the bath, shower, toilet, sanitising the door handle etc. 
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	Training Notes: Housekeepers must set up everything and be prepared for the guests to arrive, so the standard of the room is up to the standards of the guests. To make sure the rooms ae up to the guests’ standards, I will make sure that the housekeepers hoover the room, put on duvet covers, put on pillowcases, clean the door handle etc.
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	Training Notes: As a result of Covid-19, I am going to make sure the that the housekeeping team are washing or sanitising their hands regularly, that they wear disposable gloves and an apron when cleaning areas as it is recommended, and to always follow task cards for guidelines on contact times and the usage of chemicals. 
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	Training Notes: Health and safety are crucial if the hotel wants to build a reputation for providing excellent customer service. It is easy to draw in new guests whilst keeping the ones we already have therefore, housekeepers need to maintain a good reputation by offering good customer service and sanitation. 
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	Training Notes: As hotels are very populated with many hazards, one of the most important training I make sure is done thoroughly is fire training. This is because the guests are typically in a more vulnerable situation as they are in a sleeping facility, therefore the circumstances can make it more difficult to evacuate and react to the emergency. 
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	Training Notes: I will make sure that the housekeepers are well trained so they are able to physically practice how to perform tasks to the highest standard they can by operating all of the equipment appropriately and efficiently. 
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	Training Notes: If any of the housekeepers have any issues, I will make sure that they come and speak to me so I can fix the problem. I will make sure to communicate with them as much as I need to so they can get their duties done accurately so there is not any more mistakes and issues. 
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Stripping a room is important because every year, hundreds of different
people stay in a hotel room and nobody wants the room to feel used. To
prevent this from happening, the housekeeping crew is responsible for
making sure that every room is spotless from top to bottom and that there
is no sign of any previous guests.

Stripping a room includes: checking the mattress protector and checking if
itis due a change, emptying the bedroom bin and removing used towels
on to the trolley, removing the shower curtain if it is due for a change etc.
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» Being on top of sanitation procedures is essential for keeping guests loyal
and comfortable in the hotel sector. Cleaning rooms, common areas, and
areas that are regularly touched ensures that the guests maintain healthy
and it will also create a good first impression.

» Also because after Covid-19 occurred, customers are less likely to fravel,
but when they do they require extra safety assurance.

» Sanitising a room includes: dusting the window ledge and sanitising the
frame and the handle, cleaning the toilet/sink/bath/shower, dusting the
headboard, lights, bedside table etc.
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It is important for housekeepers to set up everything and be

>
prepared for the guests to arrive so the standard of the room can
meet the guests’ expectations.
» Sefting a room up includes: putting pillowcases on, putting on
duvet covers, hanging a fresh shower curtain, hoovering, sanitising
the door handle etc.
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CR— COVID-19 GUIDELINES
5 _ The housekeeping feam must wash/sanitise their hands regularly.
However, it is a team choice whether you want to wear a face covering, disposable
gloves or aprons.
It is recommended to wear disposable gloves and an apron when cleaning public
(=
PPE is required for tasks such as cleaning of bodily fluids, always continues to be
applicable.
Always follow task cards tor guidelines on contact times and usage of chemicails.
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B . Health and Safety
5 — » In housekeeping, health and safety are crucial, especially if you want to
- build a reputation for providing excellent customer service. You may easlly
draw in new guests while keeping the ones you already have if your hotel
gains a reputation for offering very good customer service, safety, and
o sanitation. Hotels operate in a technological environment where a
== negative review about your food, poor sanitation, or insufficient guest
safety precautions on your corporate website or social media can severely
lower your hotel's bookings.
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Fire Training

6

7 » Hotels are populated locations with many hazards. There is a significant
amount of information fo remember and stay on top of, the staff is
overworked with multiple tasks and isn't always communicating. Dealing
with a fire in a hotel might be considerably more difficult. People will

8 typically be in a more vulnerable situation because it is a sleeping facility,

and the strange circumstances make it more difficult to evacuate and
react to an emergency. Hotel fires have the potential to spread quickly
and to seriously harm both people and property. After all, avoiding a fire is
safer and easier than putting one out.
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» Employees will be of great use if they can obtain their
housekeeping skill fraining on the premises becaus
they will be doing the work themselves. They will be able
to physically practise how to perform tasks to the
highest standard and most effectively by learning how
to operate all the equipment appropriately.

== Notes =

% Accessibility: Investigate





image11.png
AutoSave

How to work at your best = Saved to this PC v

File Home

Insert Draw

m-

Paste

Clipboard 1§

6

Slide 10 of 10

—T}I__ Layout v

{3 Reset

New

Slide v Section v

¢ e——

1]

Slides

English (United Kingdom)

H A Type here to search

Design Transitions Animations Slide Show Record Review View Help = @®Record 12 Share v
= = === b ) g PFind =
AXh = EEE JE3| ShrC)A-. Lﬁr . Replace ~ ngt D’.
T AV o A E— apes Arrange esigner
B I USHA.A L2 A == = et @ I Select cate g
Font Paragraph Drawing Editing Voice Designer ~
Communication
» Communication skills is very important as every housekeeper has to
follow instructions given by housekeeping supervisors and duty managers
on every shift.
» If housekeepers have any problems they are required to speak to the
housekeeper manager to fix the problem in time, before the guests arrive.
Also, because if the problem does occur again, they are able to solve it
independently.
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5 Be prepared!
3 » To ensure the housekeeping team is to start off the day right, the team should
be set up for success. The team should have everything in plentiful supply,
great shape and everything to hand.
» Tools needed for the job
4 -Sufficient trolleys
-Sufficient caddies and cloths
-Chemicals
-Hoovers
5 Dirty linen/frolley bags
-Radios
-All team trained and ready to gol!
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