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Hotel housekeeping plays a significant role in maintaining the standards of the organization and satisfying its guests. Housekeeping ensures that guestrooms and public areas are clean, hygienic, and well-maintained. Although it may appear like a simple job, it requires a unique skill set to provide excellent service. Some of the skills required for housekeeping in the hotel industry are listed below.

1. Attention to Detail

It is crucial to pay attention to detail in the housekeeping department because it involves cleaning and organizing multiple rooms every day. Dusting off lampshades and spot cleaning carpets are among the smallest details housekeepers must pay attention to. Identifying areas where more attention is needed and being diligent about completing tasks are crucial.

2. Time Management

Housekeeping staff must manage their time efficiently in order to complete all cleaning tasks on time. It is important for them to have excellent planning skills so that they can prioritize and allocate time for different activities. There may be some rooms that need deep cleaning, while others may just need a quick touch-up.

3. Physical Fitness

The housekeeping job requires a lot of physical activity, such as bending, lifting, and carrying heavy objects. As a result, physical fitness is essential for the staff to be able to handle the job's demands safely. To prevent injuries, they should wear gloves, aprons, and non-slip shoes.

4. Communication Skills

Daily, housekeeping staff interacts with guests, co-workers, and supervisors. Communication skills are necessary to provide excellent customer service, understand guests' needs, and work effectively with colleagues. Ideally, the staff should be able to communicate fluently in English and the local language.

5. Maintaining Professionalism

At all times, the housekeeping staff represents the hotel and must maintain the highest level of professionalism. When addressing guests' concerns, they should greet them warmly and show empathy. As well as maintaining confidentiality about the guests' personal information, they should also maintain a professional demeanor at all times.

6. Adaptability

As the hospitality industry is dynamic, changes occur frequently, such as new guests checking in, last-minute cancellations, and emergencies. The housekeeping staff must be adaptable and flexible in order to cope with these changes without compromising the quality of their work. Also, they should be willing to adjust their schedules when necessary to accommodate the hotel's needs.

7. Knowledge of Cleaning Chemicals and Equipment

In the hotel industry, housekeeping staff should have a good understanding of various cleaning chemicals, equipment, and procedures. A person should be familiar with the safety measures of the chemicals, how to use each piece of equipment, and the appropriate techniques for cleaning different surfaces. It is also important for them to follow the manufacturer's instructions when handling and storing cleaning chemicals and equipment.

8. Organization Skills

In order to remember the details of each room they have cleaned, housekeeping staff must be organized and have excellent memory retention. In addition, they must be able to manage their inventory and equipment, ensuring that they are well-stocked and in excellent condition.

To conclude, housekeeping in the hotel industry is a vital department that requires specific skills. A housekeeper must have attention to detail, time management, physical fitness, communication skills, professionalism, adaptability, and knowledge of cleaning chemicals and equipment. In addition to providing comfortable, clean, and well-maintained rooms, these skills enable the staff to receive excellent feedback and recommendations, which are the foundation of a hotel's success.
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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 finds pillowcase with make-up stain and on the right sided bed the lamp was dusty.


	The member of the housekeeping team which was allocated to clean the room was under to much pressure because in the first week of training unsupervised.
The housekeeper did not pay attention to details and wasn’t trained enough to use time management skills and prioritise the work. 

	Apologise to the customer  for the unpleasant experience and assuring them that the issue will be resolve immediately.
Call the housekeeping department to send a member to clean the room.
Offer the guests a complementary drink.
While the stay of the customers at the hotel request from them feedback.
	Discuss the issue with the head of housekeeping. 
Try to understand what was the matter which caused this incident. 
Implement a double check for the staff that work under 30 days. 

	Revaluate the importance of the cleanliness and attention to details.  
Review the effectiveness of the action plan periodically.
Invite staff to monthly feedback and training. Training staff should be supervised and always should work in a crew of 2, one of the members to be fully qualified to supervise. 


	


	
	
	
	

	


	
	
	
	

	


	
	
	
	

	


	
	
	
	




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: 
The key point to assure the training of the staff is respected is by highlighting the common guest complains; lack of cleanliness in the rooms, poor quality of amenities, inadequate room supplies and delated in response to requests
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	Training Notes: housekeeping standards is a priority; cleanliness enhances the guest experience and improve feedback and revenue 
Staff must be trained to maintain high standards of cleanliness and hygiene is an organizational goal
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	Training Notes: 
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	Training Notes: 
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	Training Note:
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	Training Notes:
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	Training Notes:
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	Training Notes:
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	Training Notes:

	






	Training Notes:
	We place the utmost importance on cleanliness. We are responsible for ensuring the cleanliness of every guest room, public area, and facility. The guest's comfort and well-being depend on cleanliness as much as maintaining the brand standard.
1. In accordance with our brand standards, we must maintain a high level of cleanliness throughout all areas. Guest rooms, public areas, and facilities such as the gym and pool must be clean. Every guest should feel comfortable and satisfied during their stay.
2. We place a high priority on the health and safety of our guests. To avoid potential hazards, we must take the necessary precautions. This includes ensuring that cleaning equipment is in good condition, chemicals are correctly labelled, and all team members are aware of the necessary precautions when using them.
3. The key to a successful housekeeping team is communication. In order to effectively communicate with colleagues and guests, we must ensure that we are doing so effectively. As part of this, it is important to understand guest requests and report any maintenance issues as soon as possible.
4. Our ability to provide excellent service relies heavily on efficiency. To achieve our daily targets, we must ensure that our time and resources are used effectively. This includes prioritizing our tasks, planning our routes and schedules, and using our cleaning products efficiently.
To conclude, our housekeeping team must work together to maintain the brand standard, follow Health and Safety procedures, communicate effectively, and use resources efficiently. In addition to improving our guests' experience, we will also create a positive working environment for our team
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Highlight the organizational goals of maintaining high standards of cleanliness and hygiene
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Introduce the use of checklists for ensuring consistency and completeness of the cleaning process
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Remind colleagues to communicate with guests regarding any issues and offer prompt solutions
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Discuss the importance of personal hygiene and attire
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Encourage colleagues to ask questions and provide
feedback
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Address any concerns or queries in a clear and concise manner
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Purpose of the training presentation: to
address recent guest complaints and
improve our housekeeping services
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