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	Working in a housekeeping team requires a combination of technical skills, attention to detail, teamwork, and excellent customer service. Based on personal experience from placement work experience, here are some key skills that are essential for success in a housekeeping role.

One of the most fundamental skills in housekeeping is having a strong self-driven character and cleaning techniques, equipment, and products. During my placement, I had the chance to develop my expertise in this area. I learned how to efficiently hoover, mop, dust, sanitise various surfaces and making standard approved beds. By paying attention to detail and understanding different cleaning methods, I was able to ensure a high standard of cleanliness throughout the premises of Premier Inn. 
Time management is another crucial skill that I discovered to be vital in the housekeeping industry. Managing time effectively allows us to complete tasks promptly without compromising quality. Throughout my work experience, I honed my ability to prioritise tasks based on their urgency and importance. This enabled me to meet deadlines consistently, ensuring that rooms and public areas were cleaned efficiently.
Effective communication is crucial in providing good customer service in the hospitality industry and maintaining a good relationship between colleagues (Haraldsen and Thime 2009). Whether through spoken words, written messages, or body language, it is important to convey a positive and constructive message that enhances the customer's experience and promotes efficient teamwork. Working in a housekeeping team taught me the significance of effective communication and teamwork. As part of the team, I understood the importance of clear and concise communication with my colleagues. We coordinated tasks, shared responsibilities, and addressed any challenges that raised. Collaborating closely with other departments, such as maintenance and the front office, provided me with a broader perspective of the overall hotel operations.
For instance, I recall an incident where a guest requested additional toiletries during their stay. By promptly communicating the request to the relevant team member, we were able to fulfil the guest's needs promptly, enhancing their overall experience. 
According to (Rahimi & Gunlu 2016) Providing exceptional customer service is at the core of the housekeeping industry. Interacting with guests on a regular basis during my placement allowed me to develop strong customer service skills. I learned the importance of being friendly, approachable, and responsive to guest requests or concerns. By maintaining a professional appearance and actively listening to guests, I was able to create a positive experience and exceed their expectations. Hospitality professionals must practice active listening, focusing closely on the customer's words to discern their desires and interpret their needs accurately. By engaging in active listening, employees can establish a connection with the customer, fostering rapport and building trust.
Excellent hospitality staff know that listening goes beyond using their ears; it involves observing the customer's body language and nonverbal message. It's about understanding if the customer is nervous, stressed, or in need of assistance, even if they don't explicitly express it (Harver 2022) .
During one instance, a guest expressed dissatisfaction with the cleanliness of their room. By actively listening to their concerns, apologising sincerely, and taking immediate action to rectify the issue, I was able to restore their confidence in the hotel and leave them with a positive impression.
Lastly, I realised that adaptability and resilience are key qualities in the housekeeping industry. The nature of the job can be physically demanding, requiring us to adapt to changing circumstances and work under pressure. Whether it's adjusting to different room layouts or coping with a high workload during peak periods, these skills are essential to ensure smooth operations (Brown et all 2019).
For example, during a busy weekend, unexpected changes occurred in the room assignments due to a last-minute event. Despite the increased workload, I remained calm and flexible, rearranging my tasks to meet the demands efficiently. This experience taught me the importance of adapting quickly and maintaining a positive attitude in challenging situations.

My reflection on the key skills required to work effectively in a housekeeping team has deepened my understanding of the industry. According to (Blue, Harum 2003) Organisational skills, time management, communication, teamwork, customer service, adaptability, and resilience all contribute to success in this field. 
Through my personal experience and placement work experience, I have had the opportunity to develop and refine these skills, allowing me to provide exceptional service and contribute positively to the industry.
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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 notices dust in the corners of the carpet.
	The room not been hoovered properly.
	After discussing with the guest and apologising I will offer to change the room but will check personally to ensure the other room has been cleaned properly.
	I will set up a meeting or training for the team about guest complain, Importance of handling complaints and how missing small details can affect the hotel reputation.
	I will discuss with the cleaning team about the importance of guest complain and how can help improve they skills and attention to the detail.

	Guest found a hair on the bed.
	The cleaner has a health issue which causes hair loss even trough hair been tied up. 
	Mention about us being very attentive and we are sorry that missed these details and ask if would like us to replace the bedding, Not mentioning the cleaner health issue.
	I will ensure the cleaner’s room being checked up properly before checking in to avoid this to happen, this cleaner is stressed lately by the illness and is trying to avoid leaving behind falling hair by wearing a hair net and tied hair.
	Speaking at general I will inform the staff of the complain about hair and other mistakes being found in room, but not highlight the cleaner itself to prevent adding additional stress to the person as it is already taking measurements.

	Guest complains about plates not being taken away after it has requested room cleaning.
	Guest had in room service and barely touched the food, and the drink was unopened on the tray. Cleaner didn’t touch it as it judged the guest have not finished yet.
	I will apologise from the guest and explain why it give the impression he didn’t want his tray taken, following that il offer to take it away.
	Create a card note to be delivered on the tray saying if they wish they tray being taken away to place that card on front of the tray to inform the cleaner.
	Infor the team about the new card note and how to use it including it significance.

	Bathroom towels dirty
	The towels been used by the previous guest who arranged them back on the spot. Housekeeper trough have not been touched and didn’t replace them.
	Apologizing to the guest by saying this is not acceptable from our standards and ensure his towels being replaced and offer a free breakfast. 
	Sett a clear rule of every towel alongside bedding, cutlery, and mugs to be strip from rooms and replaced every time.
	Ensure the team knows about the complains and inform them of the importance of not taking shortcuts while cleaning the rooms.

	Guest room is not being cleaned and someone’s belonging are being in the room. 


	The room been assigned to two guests by the hotel PMS, The first guest been already in the room from room before. 
	Apologise for this major error and offer the guest a restaurant voucher to ease the tension while sorting out another room.
	Report the system error 
	Write a report of the inefficiency of the system to the management to review the system as this in not the first time this occurs.




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: 
Begin the presentation by welcoming the housekeeping team.
Declare the presentation's objective: to ensure brand standards (Cruz, D.T., 2003) ,Hotel reputation management (Perez-Aranda, Vallespin, Mollinillo 2019) and health and safety procedures (Gov, n.d), (Tiernan2022) and performance optimisation.
Stress the significance of their contribution to the upkeep of Trinity hotel's reputation and guest’s satisfaction.
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	Training Notes:
Talk about the value of brand coherence and how it affects the visitor experience.
Give examples of brand standards, such as meticulous attention to detail, spotless rooms, and individualised customer service. (Rahimi, & Gunlu, 2016).
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	Training Notes:
Place a strong emphasis on the importance of health and safety in the hospitality sector (Gov, n.d).
Describe the hotel's cleaning procedures, hygiene standards (Garrod 2007) , and emergency procedures (Fireco 2018).
Cite examples from the industry, such as the COSHH (Health and safety regulations 2023) regulations or the HACCP (Hazard Analysis Critical Control Points).
Slip Trip Fall hazards (Carracedo, 2018). 
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	Training Notes:
Stress the importance of open and transparent communication among the housekeeping team.
Encourage daily briefings where challenges, updates, and priorities are discussed.
Encourage teamwork, constructive criticism, and active listening (Flexkeeping 2021).
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	Training Notes:
Talk about the value of effective time management in housekeeping tasks.
Discuss methods for allocating priorities among duties and establishing reasonable due dates.
Give examples of time management strategies that work, like making cleaning schedules and using technology to monitor progress (Flexikeeping 2021).
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	Training Notes:
Describe how quality assurance helps to maintain brand standards.
Describe the quality assurance practises used by the hotel, such as room inspections, checklist completion, and set cleaning protocols.
Talk about the advantages of quality assurance, such as increased customer satisfaction and repeat business(Sharma, 2017.
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	Training Notes:
Stress the hotel's dedication to lifelong learning and growth.
Emphasize the training courses, workshops, and certifications that are offered.
Encourage your team members to attend industry conferences, share knowledge, and take online courses (Bagri, Dhodi, & Junaid, 2022).
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	Training Notes:
Talk about the significance of honouring and rewarding excellence in performance.
Give an overview of the hotel's recognition initiatives, such as Employee of the Month or performance-based rewards.
Boost team member’s desire for excellence and offer recommendations for enhancements (Flexkeeping 2021).
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	Training Notes:
Stress the importance of customer feedback in enhancing the level of service.
Describe the importance of handling, evaluating customer feedback, online reviews.
Give examples of how the hotel industry has improved as a result of customer feedback(Perez-Aranda, Vallespín, & Molinillo, 2019).
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	Training Notes:
Recap the key points covered in the presentation.
Reinforce the importance of adhering to brand standards and health and safety procedures.
Express gratitude to the housekeeping team for their dedication and commitment.
Encourage questions and open the floor for discussion.
End the presentation on a positive note, inspiring the team to work together towards achieving excellence.
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