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Working in housekeeping within the hotel business needs a complex combination of abilities, including those relating to organization, interpersonal communication, and practicality. It is more than simply the physical labor of cleaning; it is a customer-oriented position focused on delivering a great experience for visitors. This requires a high degree of careful attention to detail, effective management of one's time, and an expert level of problem-solving abilities. Paying close attention to the details and maintaining consistency with standards make up the first essential skill set (Chung and Booker, 2022). From my own personal experience, I can attest to the fact that ignoring a seemingly little particular may have a huge impact on how a visitor views your establishment. I can't help but go back to the day when one of our visitors mentioned the smudges that were visible on the mirror in the restroom. The fact that it was a small problem did not prevent it from diminishing the room's overall appeal to the visitor. This event brought to light the need of paying close attention to detail in order to guarantee that all spaces are spotless and up to the high standards established by the hotel (Pai et al., 2020).
Both the ability to manage one's time well and to perform effectively under pressure are essential skills. The hotel sector runs on strict timetables, and rooms have to be cleaned and ready for new visitors in a timely manner in order to accommodate them. In my prior position, I was responsible for juggling many projects while working within a constrained amount of time. It was essential to have the capacity to organize work according to priority and to move quickly without sacrificing quality. Because guests are checking in and out one after the other, the cleaning staff has to be able to provide prompt and effective service at all times (Arthur, Herdman and Yang, 2019). This situation is similar to that which occurs during peak seasons in big hotel chains. In addition, the value of productive communication and collaboration among team members is difficult to overestimate. Communication must be open and polite while working in an atmosphere that is diverse and includes coworkers who come from a variety of backgrounds. Clarity and teamwork are essential components of successful coordination with the front desk, maintenance, and other hotel departments. For instance, at the Ritz-Carlton, the team responsible for cleaning collaborates closely with the concierge and the staff in charge of guest services to ensure that visitors have a comfortable and trouble-free stay (Whiting and Symon, 2020).
In addition to that, the capacity to solve problems and adapt quickly is essential. The capacity to think quickly on one's feet, to be inventive, and to find answers while retaining a professional manner is vital in this field. Unexpected events are prevalent, and it is essential to have this talent. This is quite similar to the situation that takes place at the Four Seasons Hotels and Resorts, where the cleaning crew is prepared to deal with a wide variety of unforeseen circumstances, such as the accidental spilling of wine or the last-minute request for hypoallergenic bedding. The performance of an individual is considerably improved by applying theoretical knowledge to the circumstances. Studying theoretical concepts such as efficient workflow management, professional etiquette, or successful communication tactics may directly prepare one to use such ideas in the real world. They provide for more streamlined processes, enhanced cooperation, and increased happiness among customers (Bhalla et al., 2020).
It is impossible to place enough emphasis on the importance of the housekeeping team's role in the hotel business. They are an essential component in the creation of a memorable experience for the visitor as a whole. The first impression is created the instant a visitor enters their room and takes in the aesthetically pleasing arrangement of the facilities, the immaculate cleanliness of the surfaces, and the reassuring atmosphere. When all of these particulars are thoughtfully coordinated, it demonstrates to the visitors that their ease and contentment are a priority to the host (Alcalde-González, Gálvez Mozo and Valenzuela Bustos, 2021). This, in turn, adds to the possibility that they will return to the hotel or suggest it to others they know. When working in a field where one's reputation and the recommendations of others are of the utmost importance, good housekeeping becomes an essential component of success. In conclusion, being a member of a housekeeping team in the hotel sector requires a broad variety of talents ranging from practical abilities to interpersonal and organizational competencies. These competencies are required in addition to having the ability to do the job itself. A fulfilling and successful career in this important part of the hospitality business is possible with the acquisition of these abilities, as well as the theoretical knowledge and an awareness of the relevance of the industry (Chela-Alvarez et al., 2020).
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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?


	1. The room was not cleaned properly
	Miscommunication between front desk and housekeeping team, or possible oversight by housekeeping staff
	Firstly, apologize to the guest and take immediate action to clean the room. Secondly, investigate the issue to identify the root cause
	Implement a robust communication system between departments and regular checks to ensure all rooms have been cleaned properly
(Ye et al., 2020)
	Regular team meetings to discuss potential issues and improve communication

	2. The bathroom was not cleaned
	The housekeeping staff might have been rushed or skipped the bathroom cleaning process due to an oversight
	Arrange for the room to be cleaned immediately, especially focusing on the bathroom. Conduct a briefing with the concerned staff member to understand why it happened
	Introduce a standardized checklist to be followed for every room cleaning. The checklist should be signed off by the staff responsible for cleaning(Li et al., 2021).
	Regular training sessions for housekeeping staff to reinforce the importance of adhering to cleaning standards

	3. The bed was not properly made
	The staff might have been in a hurry, or lack of training on how to make the bed properly
	Ensure the room is re-serviced immediately. Speak with the concerned staff member and provide additional training if necessary
	Introduce bed-making standards that every staff member must adhere to
	Encourage peer-to-peer training to ensure all team members understand and can meet the required standards

	4. Trash was not emptied
	The staff might have missed it due to negligence or distraction
	Arrange for the room to be serviced again, with a particular focus on trash removal. Discuss the issue with the staff responsible
	Implement a thorough room inspection process before marking it as ready for guest (Wu and Chen, 2019). 
	Regular feedback sessions to discuss any issues and foster a culture of continuous improvement

	5. Dust and stains were found on surfaces
	This might be due to inadequate cleaning procedures or the staff overlooking these areas
	Address the complaint by cleaning the room thoroughly and apologizing to the guest. Engage the staff involved to understand and rectify the issue
	Conduct regular spot-checks and audits to ensure cleaning standards are maintained (Chiang and Chen, 2020).
	Implement a performance reward system that encourages and recognizes high standards of cleanliness and attention to detail

	6. Amenities were not replenished
	This could be due to oversight or negligence by the housekeeping staff
	Immediately send the missing amenities to the guest's room. Conduct a briefing with the staff responsible for the room
	Introduce a checklist for amenities replenishment that should be adhered to for every room cleaning (Du, Ma and Lin, 2021).
	Regular training on the importance of providing complete amenities to ensure guest satisfaction




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: Kickoff to the training, stressing the importance of meeting brand standards and adhering to safety protocols in housekeeping.
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	Training Notes: Making it clear that the goal of the training is to raise the bar for cleanliness, uphold the integrity of the brand, and guarantee compliance with safety regulations.
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	Training Notes: 
The importance of having happy guests and the effect that recent guest input has had on our cleaning procedures are both stressed.

	
[image: ]



	Training Notes: Sharing the value of knowing and following the brand guidelines for our hotel, which demonstrate our dedication to excellent service.
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	Training Notes: Based on the most recent comments, we've identified some of the most prevalent housekeeping errors and discussed some potential solutions.
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	Training Notes: Step-by-step instructions for cleaning effectively, with an emphasis on paying close attention to detail and being thorough.
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	Training Notes: Stressing the relevance of neatly made beds and prompt restocking of amenities to visitors' overall experience.
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	Training Notes: Cleaning chemicals, PPE, and fire safety are just some of the topics covered in this introduction to housekeeping's health and safety concerns.
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	Training Notes: Providing precise instructions for managing health and safety issues such trash removal, danger avoidance, and sanitation upkeep.
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	Training Notes:
In order to keep things running smoothly and increase customer satisfaction, housekeepers need to be able to communicate and work together effectively.
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	Training Notes: A discussion on how to maximize the effectiveness and efficiency of your housekeeping tools, equipment, and resources to cut down on wasted time and effort without sacrificing cleanliness.
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As the training session comes to a close, it is important to stress the value of constant development, the acceptance of criticism, and the promotion of the housekeeping staff's continued professional development.
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Guest Experience

In the hotel sector, defivering an exceptional experience that leaves guests
wanfing more Isof uimostimporfance.

Our holels success depends on fhe number of safisfied customers who
refum and fell The fiends about us.

Thersfore, we consider customer comments 1o be a vital resouce for
development.

We have recenlly received some comments on how we may improve our
cleaningservices.

We may use fhis information 1o improve: our sewvices and creale a befter
experience for our gues's.

By efficiently responding fo fhese issues, we may furiher demonsirate our
dedicaflon 1o qually_and clent_happiness, therefore_ensuring The
‘confinued success of our hofel{Winge, Albrechisen and Amesen, 2015,
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Brand Standards

Standards for our brand include fidiness, room service, dialogue with
viliors, and securly measures. They specify the level o care That must be
faken with each cleaning assignment, from maniaining  fidy bafhvoom
o aranging flems neally.

By maintaining i level of uniformily, we can ecm our vifors
confidence and loyally and keep fhem coming back 1o our hofal. As
members of the housekeeping staf, 1 our duly fo mainiain these
requirements af allimes
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Common Mistakes

In response fo recent comments, we wil be implementing
Rumber of enhancements fo our hausekeeping procedures.

Inadequate care for the defails is @ common source of problems,
such as poor cleaning or o lack of restocked ufifies.

Lack of atfention fo defail has somefimes led fo dusly surfoces and
unmade malliesses. These omissions, however fifle they may

appecr, may have & major Influence on a vilor's impression of our
hofel.

In order fo develop, we need fa appreciate fhe sarificance of
each step in our daily roufine(Mohlomi Terah Raiile and Haupl,
2022).

We may prevert these blunders and increase vistor hoppiness by
paying more affention 1o detall, being meficulous about following
cleaningrules,and being more Communicaiive.
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+ A thorougn cleaning requires organizafion, planning, and affention 1o detai. To begin
assembie allof he equpment and maerials youl need fo clean

+The nextstep s fo dust, working your way down from higher 1o lower surfaces, Nex! clean the
floor by vacuuming or sweeping i weil 16 get nfo ol of the nooks and cronries.

+ A thorough cleaning of a bathvoom incluces wiping down every surface, Including the sinks
faucefs, commaodes, showers, and mirors, Carefully making beds and changing fnens wil
help fhe room seem fresh and welcorming,

+The nextstepis folnspect fhe raoms ameniies and replenish them i necessary. By shiclly
adheting fo 1his clearing checklst, we can gucrantee fhat each and every one of our guests
willhave o pleasant siay.
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Bed Making & Amenities

The quest experience realy bensiits from attenive fiffle fouches fie.
freshlymade beds and restocked folefes.

Animmaculately made bed is a visual representafion of our care and
dedicafion forelaxafion.

It include doing fhings fike making fhe bed by fucking up he shests,
fluffing the pillows, and laying down fhe coveror duvel appropriately.

Therestocking of conveniencesis also crucial.

There should always be enough of soap, shampoo, and fowels
‘avaiable without guests having fo ask for them.

These should be easily accessible fo vistors and replenshed ona
regular bass (Fonseca and Carvalho, 2019)

Guests are more licely fo have a posfive experience and retum if we
pay_close atfenfion 1o fhese defalls and use them fo create an
envionment that makes them feelwelcome, safe, and cared for.
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Health and Safety Overview

Housekeeping places @ premium on health and
satety.

Proper fiting methods, the use of safety gear, and the
safe use of cleaningsolutionsare all part of s

In addifion, It Includes practicing clean hablfs to stop.
the spread of gems and iness(Dabbagh and Yousefl,
2019).

We maintain a risk-free and weicoming space for our
staff and visitors by folowing all necessary safefy
measures.
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Health and Safety Procedures

There Is o wide variety of things 1o do fo ensure everyone's
heaith and safefy during cleaning.

Among them Include the use of PPE, proper chemical
storage and handling, and observance of fre reguiations.

In addifion, It s cruclal fo properiy dispose of frash and deal
Withrisks like damp flooring.

These measures preventinjury fo employees and customers
and keep the hotelin good condition [Salguero-Caparrés
etal., 2020).
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Communication & Teamwork

In housekeeping, good communication and coliaboration
are essential,

The success of every project depends on fhe feam's abilty.
fo communicate effectivelyand in a fimely manner.

Teamwork, on the ofher hand, lefs us divide up fasks, pick.
Up new knowledge, and serve cusfomersmore efficiently.

These factors work fogether fo boost efficiency and
delight visitors(Christie and Ward, 2019).
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Tools & Resources

It Is Vital fo our everyday opefations that we have a thorough understan
proficiency with housekeeping fools and resources.

tems such as vacuum cleaners, steam cleaners, and protective ciothing and equipment
fallunder this category.

Our visitors have come fo expect a spofiess establshment, and fhese toois help us keep It
that way. Checkists, fimetables, and other organizationai and communication aids help
us stay on frack and provide consistent service.

Team members who make good use of fhese resources are more productive and enjoy.
their work more(da Silva and Amaral, 2019).

g of and
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Conclusion & Feedback

We value your fhoughts and input since fhey push us fo grow and develop.In any case, | appreciate i,
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Elevating Housekeeping
Excellence: Achieving Brand
Standards and Ensuring Health
& Safety
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Introduction

Good morming and welcome fo our housekeeping
orlentation.

Today, el be honing our mefhodsso that hey conform
fo brand guidelinesand safety regulations.

The goal of today's fraining sessionis fo sharpen our
abilifies, consider customer comments, and provide HOUSEKEEPING
outstanding service.

We welcome and promote your Invalvernent and
feedback.





