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Introduction
The services of housekeeping are essential for the hospitality industry, and the skills required by the employees to be employed under a housekeeping team are also unique. It is also important for the staff working in a team of housekeeping to be experts in the skills of their fields because the reputation and the image of the hotels are dependent on the behaviour of their housekeeping team or mainly their management (Hamid et al., 2020). In this essay, I will be discussing the key skills that are required when working in the housekeeping team.
Main Body
I have identified that the set of skills to work with a housekeeping team is simple, but it is important to master these skills because otherwise, a small mistake can be turned into a big disaster in this sector. One of the skills that I believe to be the most important is to be an expert in cleaning, vacuuming and mopping the floors of the hotel, especially guest rooms, because no one would like to stay in a place that is not clean enough to live in; therefore it is a key factor that should be considered by the hotels (Ng, 2021). Since the service of the hotel industry is to provide a residence to the tourists in a strange place and offer their customers the comfort of home, in my opinion, it is significant for the hotels to give their guests the best quality service and to do so the employees of the hotel should be able to keep in check the needs of the people staying in the hotel. It means that the housekeepers should be able to maintain the availability of the facilities that are offered by the hotel (Tuzon, 2016). While doing research on this topic, I also found that the skills of doing laundry are also important for an individual to work as a housekeeper. Since there is no need to mention that the people living in the hotel would need clean clothes to wear and they would not be doing the laundry on their own, the employees under the housekeeping of the hotel should be perfect in doing so as a single mistake can cause huge disruption (Bhatnagar et al., 2019). While discussing this topic, let me elaborate on another aspect that I found about the public, which is that, since the pandemic of Covid-19, the general public is much more aware of hygienic procedures and also considers this matter as a key factor in deciding where to stay. Therefore, the housekeepers should be very efficient and effective in maintaining good hygiene in the hotel (Sadhale, 2021).
If I talk about the soft skills that should be possessed by an employee to work with the housekeeping team, then the most prominent one would be the skill of communication since the behaviour of the employees of the hotel casts an enormous impact on the image of the hotel. The way the workers act with the customers satisfies or frustrates the employees. I also believe that the team members of the housekeeping team of a hotel must be highly skilled in problem-solving; the reason for this is that the customers should not be facing any trouble during their stay in the hotel; however, mishaps can occur at any times and in order to not let the customers be affected by the chaos occurring, the employees should be able to deal with the problem before it reaches out to the customers (Radzi et al., 2017). In addition to these skills, I also believe that the employees of housekeeping should be multi-tasking because to fulfil the needs of the customers, the employees would need to do numerous different types of duties at the same time so that the customer would be satisfied with the services of the hotel (Ng, 2021). 
Conclusion
In the end, I will be summarising this writing as a detailed examination of the key skills required to be employed as a housekeeper. In this essay, I have found that the skill set required for housekeeping is different from other fields and needs to be much more practised as well as the reputation of the hotels is dependent on the efficiency and effectiveness of the housekeeping employees. These workers should be multi-tasking and possess soft and hard both skills with complete proficiency. Since after the pandemic, another factor of maintaining hygiene has also been included in the responsibilities of the housekeeping team.
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – You have just been promoted to the team leader for a floor within the Hotel. A guest complained that their room had not been properly cleaned on their arrival. 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?


	Hygienic issues 

	A possible reason for this could be less attention from staff towards hygiene. This may occur if the staff does not follow hygienic rules. This may lead to infection or any other disease. 
	I will make strict rules for following hygiene and ask them to use boiled water and disinfect soap to wash dishes. I will hire skilled and qualified departmental trainers for every section of the Hotel. 
	I will assure a daily cleaning routine with an emphasis on every area of the Hotel. Also, prevent food contamination from clothing and direct contact with ready-to-eat food. 
	I will provide toiletries to staff and make use of sanitisers, and stop the infection from spreading. 

	Poor customer service 

	This may occur due to poor streamlined customer service and the front desk staff's unable to interact properly. This may cause delayed customer resolution that incorporates a bad experience for the customers. 
	I will focus on hiring trained staff to provide exceptional services to the guests. I will implement a reward system for them. This will motivate staff to enhance their productivity. 
	Hiring trained, and skilled staff will prevent this problem. I will also make use of modernise technologies to maintain these issues. Further, I will take feedback from customers and train my staff according to their needs. 
	I will train my existing staff and hire some newly trained and skilled workers to deliver quality services. I will try to increase their collaboration and interaction with customers so that they can understand the needs of guests at a moment. 

	
Bad staff attitude 


	The possibility of this issue is the hotel staff's unprofessional, disrespectful, and uncaring attitude. The staff may argue with customers, and it may happen on a daily basis in hotels.
	I will develop a learning management system that will train my staff to resolve customer complaints. Allow everyone to do their best at the Hotel and treat customers with a positive and smiley face. 
	The learning management system will enhance the working environment of the Hotel and hold every staff responsible. I will introduce rewards and recognition that will motivate employees and make them feel supported by the manager. 
	The learning management and rewards system will be introduced to motivate workers and make them feel happy and supported. 

	Dirty beds 

	This may happen because the housekeeping staff did not follow the standards and rules that the Hotel sets or they are busy with other chores. 
	I will take strict action for this issue and review the cleaning procedure of the Hotel and make sure that they are followed properly. 
	As a team leader, I will ask staff to regularly check the rooms, and they should make sure that rooms are being cleaned as per the protocols and standards of the Hotel.
	I will announce a weekly team meeting to discuss the issues mentioned by customers. Further, I will organise training classes for staff and set a reward system for those who will attend the training session.

	Low-quality food 

	This issue occurs when food comes shortly and with no taste. It may occur due to poor choice of menu or oversized portions. 
	I will hire professional cooks for delivering quality food to the guests. Further, I will take feedback from customers on a regular basis about the food and make the required changes.  
	Taking regular feedback from customers and implementing changes according to their feedback will prevent this issue in future. 
	Customer complaints will recognise the particular service or procedures problems that require enhancement. Thus, I will take effective feedback from customers. 
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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.

	
Introduction 




	Training Notes: The most important part of the Hotel is the housekeeping team. They make sure that guest areas are neat and clean because this is the backbone of the Hotel. The main function of the housekeeping staff is cleaning, ensuring maintenance, and bed making of the Hotel. However, they perform their role effectively and manage launders as well. 


	
Floor housekeeping manager




	Training Notes: The floor housekeeping manager is responsible for the smooth operations of the floor assigned to them. They are responsible for overall, planning, establishments, and organising of the regular tasks of the floor. Also, their duty revolves around overall cleaning of the floor and making sure that the standards and protocols of cleanliness are achieved or not. 


	Guest complaints



	Training Notes: The guest speaks to the front desk staff about issues because not all guests are comfortable with the services or confrontation. The issues are mostly concerned with cleanliness purpose and customer service. However, it may have a detrimental effect on the brand reputation if Hotel will not resolve them. 


	
Importance of training for staff 



	Training Notes: Staff training is a program applied by managers to enhance the skills and knowledge of workers. The core purpose of training is to benefit the abilities and development of the staff. It also assists the Hotel or any company with efficiency and staff retention. The engagement of employees is also enhanced by taking part in the training. Also, it enhances the skills and knowledge of staff to match the several changes in the industry. This enhancement will impact the productivity of staff, which will increase the efficiency and profit of the Hotel.


	Training program 




	Training Notes: A training program combines activities and planned sequences to prepare workers with skills and information to become better experts. Every training program is intended to attain particular business goals. In addition, training is also crucial in assisting firms' trio in attaining and retaining top talent and improving the morale, satisfaction, and productivity of employees. 

	



	

Training program 

	Training Notes:
The onboarding training program is intended to acclimate people who are hired for the new position. This is because this is a type of training where staff learn more about a firm's culture, internal strategies, and values. They can get the first view of all other workers' training programs available to them along the way. 

	
Health and safety procedures 



	Training Notes: Health and safety are important considerations for hotels, and it is a high priority for guests and employees to be safe and secure. It is essential to have a hotel safety and health checklist to run effective hotel operations. However, various health procedures used by hotels are mental health support, emergency procedures, food and beverage safety, and chemical safety. 

	Employee Engagement Model 



	Training Notes: the employee engagement model that is related to the best practices of the hospitality industry is the Kahn Model. The model is based on three dimensions that are emotional, physical and cognitive. This is associated with the level to which workers develop their efforts, both mentally and physically, as they go about their jobs. 

	
Brand standards of Hotel 



	Training Notes: It is noted that the brand standard of the hotel act as the extent of services and product expectations in the eye of customers. It is also important in making brand identity and equity. Standards of Hotel keeps one ahead of the rivals. Also, bring stability to the operations of a hotel.

	
Conclusion 



	Training Notes: It is concluded from the overall analysis training is crucial for the success of the Hotel and for gaining guest satisfaction. It must be prioritised by the hotels. The Hotel has selected the onboarding training program for the new hires. This will assist Hotel in boosting its sales and build up its reputation in the hospitality sector. 
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