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[bookmark: _Toc137311596]Introduction
Housekeeping is in charge of informing the management regarding any hazards and cleaning issues in the hotel. Hotel housekeeping requires a lot of skills; they must know about the use of equipment. Housekeeping plays an important part in making the image of a hotel; it is a necessary department of any hotel. 
[bookmark: _Toc137216632][bookmark: _Toc137311597]Skills needed for the housekeeping team
Housekeepers are responsible for cleaning the room according to the demands of customers and making sure that everything is in its place and guest doesn't have to run or be worried about any necessity. They have to complete tasks like a vacuum, sweeping the floor of the hotel and sitting area, dusting the shelves and mopping the floors. The housekeeping department also cleans the bedsheets, ironing sheets and laundry as well. Housekeepers must have good communication skills and proper policies and procedures. Housekeepers should know how to communicate with people and full fill their needs. Housekeepers are required to do many are working jobs (Piso, 2022). They have to make changes when required in their respective region. Housekeeping should be providing proper training regarding their job. Housekeeping should never listen to any guest talk and leave the room without saying anything they have heard. Housekeepers should know how to set clients' beds and set towels in their rooms (Tra, 2020). They should be providing exceptional services to the guest. 
 
[bookmark: _Toc137311598]Theoretical Knowledge about Housekeeping 
Housekeeping staff is also part of the hotel management, and it is the responsibility of the management to train them to save the reputation of the hotel. Restocking the essential items in the hotel rooms and the sitting areas of the hotel. "The Grand Hotel Scarborough" provided amazing services; while my stay at the hotel, the staff was very accommodating and helpful at the same time. Their customer service is very promising, and every time I asked them something, they were kind enough to help me by providing services and cleaning my room. "Hampton by Hilton" despite being the big name and hotel by Hilton, their services were very disappointing; calling the staff to clean the room was not provided. The rooms were not satisfactory at all. Upon asking the staff, they were not accountable for their worst services. The sitting areas were very smelly.
[bookmark: _Toc137311599]Importance of Housekeeping Skills in Hospitality Industry:
The cleanliness and upkeep of your visitors' accommodations will determine how satisfied they are. The hotel's housekeeping staff is in charge of keeping the public areas and guest rooms clean and orderly. When guests like their stay at a hotel or other hospitality establishment, they are more likely to come back and suggest it to others. Regular housecleaning is essential to maintaining the well-being and cleanliness of a community (Lithgow, 2022). By keeping rooms, toilets, bedding, and communal areas clean and disinfected, the spread of germs, allergies, and infectious diseases may be decreased. This has the utmost importance during epidemics. The housekeeping staff plays a critical role in the visitors' safety and security. Following careful inspections, potential hazards, including damaged electrical equipment or blocked emergency exits, are reported. The facility's routine maintenance and repairs improve visitor safety. The quality of cleanliness and maintenance of a hotel or other hospitality company significantly affects its reputation and brand. You expect a hotel room to be pleasant and clean when you pay for it. A hotel's ability to succeed is directly related to how successfully its cleaning team performs their duties. Due to properly managed supply levels, linens, toiletries, and cleaning supplies should always be available. With the help of efficient procedures and well-organised cleaning schedules, downtime is decreased, and operations are simplified (Hasnat, 2021). The hotel industry upholds standards and rules on hygienic practices, visitor safety, and sanitary conditions. These regulations may be created by local health authorities, fire departments, or industry associations, and housekeeping departments are required to abide by them. To preserve a hotel's reputation, compliance with the law is necessary. Maintenance of the building's furniture, appliances, and other fixed assets is the responsibility of the housekeeping crew. You can keep these things in excellent working condition for longer and avoid spending money on replacements by performing regular maintenance on them (Casas, 2022).
[bookmark: _Toc137311600]Conclusion
Housekeeping plays a vital role in providing services to hotel guests. Housekeeper training is a must for every hotel to keep up the reputation of the hotel. Good Communication skills should be required for housekeepers to communicate with the guest to provide them with what they need and make loyal customers by providing top-notch services.
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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 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?


	
Lack of communication

	
It is possible that the staff members were not able to communicate due to a breakdown of communication channels between them and the front desk. 
	
I will apologise to the guest and explain how the communication was broken down between the front desk and the housekeeping staff. I will move on to offer to get their room cleaned again or to shift them to a better room.
	
As a leader, I will ensure that all communication channels between the housekeeping staff and the front desk are clear. I will provide the staff members with a checklist of each guest's demands regarding room cleanliness.
	
I will build a safe environment for my housekeeping staff to share their thoughts and idea and establish open communication channels. 

	
Time limitations 

	
The timetable of the housekeeping team may be tight at the time, with no vacancy to cater to the guest’s cleanliness preferences. 
	
I will clarify to the guest that the hotel is currently welcoming customers in bulk. Therefore, the schedule is tight. I will offer them discounted pricing on room service due to the inconvenience and send in an urgent housekeeping staff to get the room cleaned immediately.
	
I will adjust each room’s housekeeping operation by recruiting additional staff and allocating rooms among them.
	
I will create a planner and prioritise work. I will distribute work among the staff and use technology to keep track of their operations. 

	
Insufficient training of the housekeeping staff

	
The housekeeping team may lack proper knowledge about how to properly clean the room due to the hotel investing less time and money in their training. 
	
I will be transparent and open about the lack of training for the guest. I will revise the protocol of the staff to them in a calm manner.
	
I will structure a detailed training course for my housekeeping team where I will outline the essentials of cleaning procedures and proper equipment, and ethics.
	
I will design a resilient training program where I will highlight the ongoing guest-related problems to my staff. I will encourage self-direction learning among them and provide feedback about their improvements. 

	
Lack of resources

	
There may be a shortage of cleaning supplies and equipment that the hotel did not provide to the staff.
	
I will be empathetic towards the guest and ask them open-ended questions regarding their complaint. I will then proceed to clarify that the resources were available in short supply, which caused a hindrance in their service.
	
I will keep an active record of the cleaning supplies and equipment whilst constantly investing in emergency backup products.
	
I will encourage my staff to collaborate with the workers from fellow departments of the hotel and rent supplies in case of emergencies. 

	
Poor quality of management 

	
The management may have lacked an authentic system that keeps track of housekeeping operations and guests' room cleanliness preferences. 
	
I will persuade the guest that the management's faulty and not the housekeeping staff. I will take steps to ensure that the guest is felt welcomed and catered for throughout their stay. 
	
I will invest in a system that keeps regular checks on the rooms' cleanliness and makes sure that it stays aligned with the guest's demands and the hotel's standards.
	
I will set quality standards among the housekeeping team and strictly inform my workers that their performance is constantly being monitored. 




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:
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	Training Notes:

This presentation will analyse the importance of training and how a housekeeping employee can execute it effectively whilst adhering to the hotel's brand consistency standards as well as safety and health policies. The presentation will support findings using an implementable model of ADDIE for the ease of the employees' understanding.  
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	Training Notes:

Identifying objectives for the training is essential to execute the housekeeping duties effectively. The following entails some of the vital training objectives:
Recognise the guest's complaints, which tend to occur most commonly. This may help the staff to detect early-on issues with room cleanliness and use resources that are readily available. As a result, the staff can manage their duties with ease. Learn to deal with the guest's complaints in a courteous and empathetic manner with a positive attitude. Learn how to communicate with fellow employees through two-way radios or text messaging. In this manner, the communication will be strong with no chances of a breakdown. 
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	Training Notes:

Proper training of the housekeeping staff is important because it helps them work on their skills and knowledge that helps to acquire a positive guest experience. Similarly, effective training builds robust competencies in the staff, which swiftly solve guests' problems and cater for them with accurate services. In addition to this, effective training secures high guest satisfaction, which ultimately eradicates the number of complaints filed by visitors. Resultantly, the hotel majorly acquires positive feedback and reviews (Ushakov et al., 2020). On the other hand, comprehensive training of the housekeeping staff makes sure that the workers embrace professionalism and consistency in their operations. As an outcome, the employees are able to fulfil the gaps in their deeds and boost their morale. Similarly, training is important for the workers to understand how work is executed in a smart way, not the hard or the easy way. Hence, the housekeeping staff is able to bring forth effective deliveries, which boosts the standards of the hotel. In addition to this, training enhances the communication between the employees. A smooth and clear exchange of messages between housekeepers ensures that all the guests' needs and preferences are catered to. With easy communication, the staff is able to allocate just and equal work among themselves (Olimovich et al., 2020). 
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	Training Notes:

The evaluation of training needs is defined as identifying the hotel's requirements in order to train the employees as per the standards, which proceed to underpin gaps in the staff's skills and abilities (Kumar et al., 2021). Therefore, the training needs are primarily evaluated by assessing the goals and mission of the hotel. The identification of the performance gaps and their analysis contributes to the effective training of the workers. Similarly, formulating training objectives and methods seek to achieve team effectiveness more productively. Therefore, it is important to achieve housekeeping staff training in a manner that stays aligned with the hotel's standards and policies. 
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	Training Notes:

It is important for the housekeeping staff to undergo a series of methods for effective training. There is a conventional, on-the-job training method where the staff is trained while they are on duty. This method primarily relies on training through experience and is done by pairing the staff and allocating responsibilities among them. Next, there is an e-learning method for training the housekeeping staff, where the employees are trained via modules and assessments. This method permits them to outline the cleaning techniques and safety policies observed by the hotel. However, the e-learning method lacks physical training experience (Shahane and Fernandes, 2021). On the other hand, it is important to highlight materials which act as vital resources for housekeeping staff on duty. Such training materials include detailed manuals and handbooks, video demonstrations, role-playing activities and job aids. Such material underlines the essentials that the housekeeping staff must be aware of when they are on duty, including emergency supplies, communication resources and other gadgets. In addition to this, the details handbooks entail insights about the follow-up plans the housekeeping staff can adhere to in worst-case scenarios. Being equipped with such materials is also essential for the employees.  
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	Training Notes:

The training follow-up is deemed as the process of measuring the effectiveness of training. Follow-up plans also ensure that the employees can comprehend the tasks easily and are able to implement their training into practice (Singh et al., 2021). Given this, there are numerous follow-up plans that the housekeeping staff can employ in order to measure their training’s effectiveness. Feedback forms are the primary follow-up plans. The feedback outlines how efficiently the workers have accomplished their tasks and what gaps are required to be improved. Similarly, other training follow-up plans include performance evaluations, refresher training and on-duty observations. 
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	Training Notes:

The ADDIE training model is defined as a framework for designing essential training programs and activities to secure the efficiency of the employees (Jonnalagadda et al., 2022). The model is segmented into five processes, where the first entails the analysis of the training needs of the hotel. The analysis further highlights the gaps in the skills, knowledge and attributes of the staff that contributes to positive customer experience. Following is the design where the development of the training program is done. In this segment, the trainers address the gaps by selecting the methods and resources for training (Morales González, 2022). The third segment concerns the development of the materials and resources, including video presentations, modules and assessments on necessary manuals. The fourth segment entails implementation that is mainly focused on delivering the developed resources in a combination of training methods. The last segment encompasses evaluation, where the trainers measure the effectiveness of the provided training by the employees' performance.  
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	Training Notes:

In conclusion, the presentation highlights the necessary steps which are important to underscore in order to get the best out of the housekeeping staff. The main points of the presentation highlighted the importance of training and responding to the guests' complaints in a courteous and empathetic manner. It is important to identify the gaps in the employees' skills and recognise the resources which can be handy on time. The presentation emphasised the ADDIE model, identifying that measuring the effectiveness of the training through performance is important to secure the efficiency of the operations. 
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Training needs evaluation

e The cvaluation of training needs is based on the hotel's
requirements to train the employees as per the standards
(Kumar et al., 2021).

e Itunderpins gaps in the staff's skills and abilities.

e Training needs are evaluated by identifying the hotel's goals,

performance gaps and training objectives and methods.
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Training methods and materials

e The on-the-job training method is the conventional training method
where the staff is trained through experience.

e The E-leaming training method permits the staff to conduct
insightful modules (Shahane and Fernandes, 2021).

o Essential training materials include  handbooks, video

demonstrations, role-playing activities and job aids.
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Training follow-up

e The training follow-up is deemed as the process of measuring
the effectiveness of training (Singh et al., 2021).

e Follow-up plans ensure that the employees can comprehend the
tasks casily.

e Some follow-up plans include feedback forms. performance

evaluations, refresher training and on-duty observations.
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ADDIE Training model

«  ADDIE model is the framework for designing training programs and activities to secure
the efficiency of the employees (Jonnalagadda et al., 2022)

« Analysis entails the identification of training needs and gaps in the employees'skills.

« Design entails the development of the training program by selecting methods and resources
(Morales Gonzalez, 2022).

« Development entails the construction of materials and resources

« Implementation entails the delivery of the developed resources in a combination of training
‘methods.

«  Evaluation enails the measurement of the training’s cffectiveness through employees'

performance.
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Conclusion

e The presentation emphasised the details that ought to
bring the best out of the housckeeping staff.
o Identification of skill gaps and resources is important to

readily overcome problems on time.
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Introduction

e The presentation will analyse the importance of training.

e It will inform how workers can execute their training
effectively.

e The presentation will employ the training model of

ADDIE for better employees’ understanding.
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Training objectives

The following entails some of the vital training objectives:

Recognise the guest's complaints, which tend to occur
most commonly.

Leam to deal with the guest's complaints in a courteous
and empathetic manner with a positive attitude.

Learn how to communicate with fellow employees.
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Importance of training

« Training highlights the skills and knowledge of the workers that help them to
acquire a positive guest experience.
o Effective training secures high guest satisfaction, which ultimately eradicates the

number of complaints (Ushakoy et al., 2020).

o Training of the housckeeping staff makes sure that the workers embrace
professionalism and consistency in their operations.
o The employees are able to fulfil the gaps in their deeds and boost their morale

o Training enhances communication (Olimovich et al., 2020).




