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Housekeeping is an essential aspect of the hospitality industry. It's one of the crucial customer touchpoints in hotels, and it plays a critical role in creating a positive guest experience. The housekeeping team maintains cleanliness, tidiness, and orderliness in guest rooms, public areas, and other hotel facilities. According to a census, there are almost ten thousand hotels in the United Kingdom. The absence of proper housekeeping results in poor customer service and ultimately leads to customer dissatisfaction, which may hamper the growth rate of the hotels in the UK. Effective housekeeping requires a diverse set of skills to ensure that the property is clean, safe, and comfortable for guests (Kandampully and Suhartanto, 2000). This essay will discuss the necessary skills for housekeeping in the context of hotel Coldra Court, Newport.

The first criteria of housekeeping include cleanliness and orderliness. Therefore, housekeepers must pay close attention to detail to ensure that every aspect of the room is clean, from the bed linens to the bathroom fixtures. No dust or spots should be on curtains, windows, or any other piece of furniture. Towels and handkerchiefs must be kept clean (Batinic, 2015).

Housekeeping is a time-sensitive task that requires housekeepers to clean multiple rooms in a limited amount of time. Therefore, housekeepers must have excellent time management skills to complete their jobs efficiently and effectively. They need to divide their assigned tasks into smaller tasks, be a team player, delegate responsibility, and finish tasks based on their priority.

Housekeepers must have excellent communication skills to coordinate with other team members, management, and guests. They must also be able to communicate any issues or concerns regarding room cleanliness or maintenance promptly. Moreover, they must communicate with each other to ensure that they are using the same cleaning procedures. It is essential to maintain consistency in cleaning practices, ensuring all areas are cleaned to the same standards (Kamau and Waudo, 2012).

Housekeeping requires a significant amount of physical activity, including standing, walking, lifting, and bending. Housekeepers must often lift and carry heavy objects such as mattresses, furniture, and cleaning equipment. Physical fitness is essential for ensuring that they can lift these objects without causing injury. They must also bend and reach to clean hard-to-reach areas, such as under beds or behind furniture. Therefore, housekeepers must be physically fit and able to perform these tasks without injury. They need training for physical fitness, and they need to keep it in check from time to time (Brody, 2011).

While housekeepers may not have direct contact with guests, they are essential to ensuring that guests have a positive experience. Housekeepers must be friendly, courteous, and professional when interacting with guests. They need to greet the guests with warmth and humility. Being cooperative and generous will generate more positive reviews and word of mouth for the hotel.

Housekeeping requires excellent organizational skills to ensure that cleaning supplies and equipment are kept in order and that rooms are cleaned and maintained according to a set schedule. Housekeepers need to prioritize cleaning tasks based on their level of urgency. For example, rooms that guests are using will need to be cleaned before vacspacesooms. They must maintain an inventory of cleaning supplies and equipment, including cleaning chemicals, mops, vacuum cleaners, etc. Organizational skills are crucial for ensuring that supplies are ordered on time and stored correctly and neatly, making them easy to access when needed (Sisson and Adams, 2013).

Housekeepers must be able to identify and solve problems related to room cleanliness, maintenance, and guest requests. They need to be prompt in meeting guests' requests. Regarding any safety concerns for their colleagues, such as wet floors or broken equipment, they must ensure everyone is safe and can avoid accidents. They must also be able to adapt to changes in the work environment and respond to emergencies.

Housekeeping is a demanding job that requires flexibility and adaptability. Housekeepers must be willing to work different shifts, including early mornings, evenings, weekends, and holidays. They also need to meet unusual requests. For example, a guest may request additional towels or pillows. Housekeepers need to be flexible and accommodate these requests promptly to provide excellent customer service. Specifically, during high demand, they have to adjust their working shifts accordingly (Olimovich et al., 2020).

Working in the housekeeping team requires a diverse set of skills that go beyond cleaning and maintaining guest rooms. Attention to detail, time management, physical fitness, communication skills, customer service skills, organizational skills, problem-solving skills, and flexibility are essential to ensuring that the property is clean, safe, and comfortable for guests. By mastering these skills, housekeepers can create a positive guest experience. Superior customer service will lead to an increased number of customers. Thus, housekeepers can contribute to the growth and success of the hotel Coldra Court and, overall, the hospitality industry.
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Hotel Coldra Court is a luxurious four-star hotel that offers a range of facilities and services that cater to both leisure and business travelers. The hotel's prime location, stunning views, and world-class amenities make it an ideal destination for anyone looking for a relaxing and unforgettable stay in Newport, South Wales. The Housekeeping Department of Hotel Coldra Court is responsible for ensuring that all guest rooms and public areas are clean, comfortable, and well-maintained. The department is headed by the Executive Housekeeper, who oversees a team of dedicated housekeeping staff. The department's primary responsibility is to maintain a high level of cleanliness throughout the hotel, including cleaning and tidying guest rooms, changing linens and towels, replenishing toiletries, and ensuring that all amenities are in good working order. The housekeeping staff also ensure that public areas such as lobbies, corridors, and elevators are clean and tidy at all times.

There could be several reasons that led to the room not being properly cleaned. As a team leader of a floor, I will be devising An action plan :

	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? 

	Uncleaned room
	Inadequate training or supervision of the housekeeping staff responsible for cleaning the room. The housekeeping employees required superior training.

	Firstly, I would apologize to the guest humbly for the inconvenience and assure them that we take their concerns seriously and will take appropriate action to address the issue.

	Review and update the hotel's standard operating procedures for housekeeping, including checklists and cleaning standards, to ensure that all areas of the room are cleaned thoroughly.

	Set clear expectations. It is essential to set clear expectations and goals for the team to achieve. It can include daily tasks, cleaning standards, and performance metrics that the team is expected to meet.



	Uncleaned room
	Overworked housekeepers could have missed out on cleaning some spots out of exhaustion. 

	Then I would request the guest to provide specific details about the issues they have encountered with their room. Their statement would be heard and recorded carefully to improve future hotel service.

	Conduct regular training sessions for housekeeping staff to refresh their skills and ensure they are up to date with the latest cleaning methods and products.

	Incorporate Regular communication.Encourage regular communication between team members to ensure everyone knows their roles and responsibilities. It can be achieved through team meetings or using communication tools like messaging apps or email (Driedonks et al., 2014).



	Uncleaned room
	The housekeeping department could be understaffed, leading to rushed cleaning or skipping tasks.

	In the next step, I would Inspect the room personally, along with the housekeeping staff, to verify the accuracy of the guest's complaints. I would determine the root causes of the problem by reviewing the housekeeping records and investigating the staff members who cleaned the room.



	Implement a quality control system to check that rooms are being cleaned to the required standard. This could include surprise room inspections or using technology such as UV lights to identify any areas that may have been missed during cleaning.

	Provide regular feedback as it is essential in ensuring that team members are aware of their strengths and weaknesses. It can be achieved through regular performance reviews, one-on-one meetings, or informal feedback sessions.


	Uncleaned room
	Poor communication or coordination between the front desk and the housekeeping department could result in missed or overlooked rooms.

	Take corrective action immediately to address the guest's concerns by offering to move them to a clean room, offering to re-clean the room, or providing compensation.

	Ensure that the housekeeping staff has access to adequate cleaning equipment and supplies and that these are regularly maintained and replaced as needed.

	Provide training and development opportunities to team members to improve their skills and increase their knowledge, leading to improved job performance. Training on cleaning techniques, time management, and communication skills would aid housekeepers in improving their job performance. Besides, Encouragedcollaboration between team members can help improve their effectiveness. Proper collaboration can be achieved by assigning tasks requiring teamwork or using collaboration tools like project management software.



	Uncleaned room
	Technical issues or equipment failures such as broken vacuum cleaners or cleaning supplies running out (Akan, 1995).

	Provide additional training for the housekeeping staff to ensure that such issues do not happen again (Jiang and Wen, 2020).


	Improve communication and coordination between the front desk and housekeeping department to ensure that all rooms are cleaned promptly and efficiently and Encourage guests to provide feedback on their room cleanliness and take any complaints seriously, using them as an opportunity for improvement.

	Provide recognition and rewards for outstanding performance  to motivate team members and improve their job satisfaction. Intrinsic and extrinsic motivators like thank you cards, bonuses, promotions, or employee of the month awards will enable housekeeping employees to perform better (Stone et al., 2020).




With the help of these steps, the hotel can create a culture of cleanliness and quality that will help prevent similar incidents from happening in the future. It is vital to maintain high standards of cleanliness and guest satisfaction to ensure that the hotel maintains its reputation and attracts repeat business (Chung and Hoffman, 1998).
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Welcome to our housekeeping training program, designed to meet brand and safety standards. In this program, we will provide comprehensive training on housekeeping procedures, safety practices, chemical handling, guest interaction, and brand standards. Housekeeping refers to the cleaning and maintenance of a building, such as a hotel, office, or residential space, to maintain cleanliness, hygiene, and orderliness. Housekeeping includes a range of tasks, including cleaning floors, carpets, furniture, and fixtures, making beds, restocking supplies, and disposing of waste.

Housekeeping is necessary for several reasons, including: Health and safety: A clean and hygienic environment is essential for maintaining good health and preventing the spread of infectious diseases. Housekeeping ensures that surfaces, fixtures, and facilities are free from dirt, dust, and bacteria, reducing the risk of illness and injury. Here are the reasons why housekeeping is necessary:

Aesthetics: A clean and well-maintained building creates a positive impression on guests, customers, and residents. Aesthetic appeal is especially important in the hospitality industry, where guests expect a clean and comfortable environment.

Compliance: Many industries have specific regulations and standards for cleanliness and safety that must be followed. Compliance with these standards is necessary to avoid fines, penalties, and legal action.

Productivity: A clean and organized workspace can enhance productivity by reducing distractions and creating a more comfortable environment. Housekeeping helps to remove clutter and create a more organized and efficient workspace.

Asset protection: Regular cleaning and maintenance help to protect assets such as furniture, fixtures, and equipment, extending their lifespan and reducing the need for costly repairs or replacements (Jones and Siag 2009).
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There are several cleaning techniques that are commonly used for housekeeping at hotels. Here are some of the most important ones:

Preparing the cleaning supplies: It is the first step for cleaning hotel rooms. Cleaning chemicals should be ready before starting cleaning.

Dusting: Dusting is an essential part of any housekeeping routine. It involves using a soft cloth or feather duster to remove dust from surfaces such as furniture, lamps, and blinds.

Vacuuming: Vacuuming is used to clean carpets and floors. It is important to vacuum regularly to keep carpets and floors clean and to prevent the buildup of dust and debris.

Mopping: Mopping is used to clean hard floors such as tile, wood, and vinyl. It involves using a damp mop and a cleaning solution to remove dirt and stains.
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Sanitizing: Sanitizing is the process of using chemicals or heat to kill germs and bacteria. This is particularly important in high-touch areas such as bathrooms and kitchens.

Disinfecting: Disinfecting goes a step further than sanitizing and involves using stronger chemicals to kill viruses and other pathogens. This is important in areas where there is a risk of infection, such as in hospitals or during flu season.

Bedding and Linen Care: Changing and laundering the bed sheets, pillowcases, towels, and bathrobes is a crucial part of housekeeping at hotels to maintain the hygiene and cleanliness of the guest rooms.

Bathroom Cleaning: Cleaning the bathroom is an important part of housekeeping at hotels. It involves cleaning and disinfecting the toilet, sink, shower, and tub, as well as restocking toiletries and towels.

Overall, a well-organized and efficient cleaning process is important to ensure that guests have a comfortable and hygienic stay at the hotel (Aguilar et al. 2021).
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Technology has become an essential tool in the housekeeping industry, as it provides several benefits to the staff, management, and guests. Here are some examples of how technology is being used in housekeeping:

Housekeeping management software: This type of software helps housekeeping managers to manage room assignments, track housekeeping staff performance, and monitor guest requests. The software can also provide real-time information on room status, inventory, and maintenance needs.

Cleaning robots: These are autonomous robots that can clean floors, carpets, and other surfaces without human intervention. They are particularly useful in large hotel chains,where cleaning requirements are high, and efficiency is critical.

Handheld devices: Handheld devices like smartphones and tablets can be used to manage housekeeping tasks, such as updating room status, recording inventory, and tracking staff performance. They can also be used to communicate with guests and provide them with real-time updates on their requests. Energy management systems: Energy management systems can help housekeeping staff to monitor energy consumption in rooms and identify areas where energy savings can be made. This can help to reduce operating costs and improve the environmental sustainability of the property.
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       Laundry management systems: Laundry management systems can help to streamline laundry operations, such as tracking inventory, managing pick-up and delivery, and optimizing the use of washing machines and dryers.

Virtual reality (VR) training: Virtual reality training can provide a realistic environment for training housekeeping staff. For example, trainees can learn how to clean a room or operate equipment in a simulated environment, which can help to improve their skills and confidence. 

Smart room technology: Smart room technology, such as digital assistants and connected devices, can help to improve the guest experience by providing personalized services and amenities. Housekeeping staff can also use this technology to manage room preferences and respond to guest requests more efficiently.

Overall, technology can help housekeeping staff to work more efficiently, improve guest satisfaction, and reduce operating costs. By embracing the latest technologies (Aagaard, 2022).
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Our guests have certain expectations when they stay with us, and it is our job to meet and exceed those expectations.
We need to ensure that our work is consistent with the brand . We need to ensure that our work is consistent with the brand standards set by the hotel.

1.2 Reviewing brand standards : 

Review the hotel's brand standards document and make sure everyone is familiar with it 

Discuss the importance of cleanliness, presentation, and attention to detail in meeting brand standards 

Tips for achieving brand standards: 
Develop a checklist of tasks that need to be completed in each room, and make sure everyone follows it 

Encourage communication between team members to ensure that everyone is aware of any specific guest requests or needs (Sharma and Kaushik, 2021)
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Our guests' safety is our top priority, and it is essential that we follow Health and Safety procedures to prevent accidents and injuries.

2.2 Reviewing Health and Safety procedures
Review the hotel's Health and Safety procedures document and make sure everyone is familiar with it.

Discuss the importance of proper handling of cleaning chemicals, safe lifting techniques, and preventing slips, trips, and falls.

2.3 Tips for following Health and Safety procedures 
Provide training on proper handling of cleaning chemicals and equipment.
Ensure that everyone wears appropriate personal protective equipment (PPE), such as gloves and non-slip shoes (Ambardar and Raheja, 2017)
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3.1 Understanding the importance of improving performance

We are constantly striving to improve our performance and provide the best possible service to our guests

Improving our performance can lead to better guest satisfaction and increased revenue for the hotel

3.2 Reviewing performance metrics 

Review performance metrics such as guest satisfaction scores and occupancy rates

Discuss areas where we can improve, such as room cleanliness, responsiveness to guest requests, and overall efficiency

3.3 Tips for improving performance

Encourage teamwork and communication among team members

Set performance goals and track progress towards them. (Ginthotavidana and Waidyasekara, 2022)
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      Housekeeping is a continuous process, and staff members should be trained regularly to maintain their skills and knowledge. Ongoing training can be provided through refresher courses, on-the-job training, or online learning modules. The significance of housekeeping training can't be exaggerated. By following brand standards, Health and Safety procedures, and working together to improve our performance, we can ensure that we provide the best possible service to our guests and meet the expectations of the hotel. Let's work together to make our housekeeping team the best it can be.
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There are several cleaning techniques that are commonly used for housekeeping at hotels. Here are some of the most important ones:



Preparing the cleaning supplies: It is the first step for cleaning hotel rooms. Cleaning chemicals should be ready before starting cleaning.


Dusting: Dusting is an essential part of any housekeeping routine. It involves using a soft cloth or feather duster to remove dust from surfaces such as furniture, lamps, and blinds.


Vacuuming: Vacuuming is used to clean carpets and floors. It is important to vacuum regularly to keep carpets and floors clean and to prevent the buildup of dust and debris.


Mopping: Mopping is used to clean hard floors such as tile, wood, and vinyl. It involves using a damp mop and a cleaning solution to remove dirt and stains.
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Sanitizing: Sanitizing is the process of using chemicals or heat to kill germs and bacteria. This is particularly important in high-touch areas such as bathrooms and kitchens.


Disinfecting: Disinfecting goes a step further than sanitizing and involves using stronger chemicals to kill viruses and other pathogens. This is important in areas where there is a risk of infection, such as in hospitals or during flu season.


Bedding and Linen Care: Changing and laundering the bed sheets, pillowcases, towels, and bathrobes is a crucial part of housekeeping at hotels to maintain the hygiene and cleanliness of the guest rooms.


Bathroom Cleaning: Cleaning the bathroom is an important part of housekeeping at hotels. It involves cleaning and disinfecting the toilet, sink, shower, and tub, as well as restocking toiletries and towels.


Overall, a well-organized and efficient cleaning process is important to ensure that guests have a comfortable and hygienic stay at the hotel (Aguilar et al. 2021).
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Technology has become an essential tool in the housekeeping industry, as it provides several benefits to the staff, management, and guests. Here are some examples of how technology is being used in housekeeping:


Housekeeping management software: This type of software helps housekeeping managers to manage room assignments, track housekeeping staff performance, and monitor guest requests. The software can also provide real-time information on room status, inventory, and maintenance needs.


Cleaning robots: These are autonomous robots that can clean floors, carpets, and other surfaces without human intervention. They are particularly useful in large hotel chains,where cleaning requirements are high, and efficiency is critical.


Handheld devices: Handheld devices like smartphones and tablets can be used to manage housekeeping tasks, such as updating room status, recording inventory, and tracking staff performance. They can also be used to communicate with guests and provide them with real-time updates on their requests. Energy management systems: Energy management systems can help housekeeping staff to monitor energy consumption in rooms and identify areas where energy savings can be made. This can help to reduce operating costs and improve the environmental sustainability of the property.
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       Laundry management systems: Laundry management systems can help to streamline laundry operations, such as tracking inventory, managing pick-up and delivery, and optimizing the use of washing machines and dryers.


Virtual reality (VR) training: Virtual reality training can provide a realistic environment for training housekeeping staff. For example, trainees can learn how to clean a room or operate equipment in a simulated environment, which can help to improve their skills and confidence. 


Smart room technology: Smart room technology, such as digital assistants and connected devices, can help to improve the guest experience by providing personalized services and amenities. Housekeeping staff can also use this technology to manage room preferences and respond to guest requests more efficiently.


Overall, technology can help housekeeping staff to work more efficiently, improve guest satisfaction, and reduce operating costs. By embracing the latest technologies (Aagaard, 2022).
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Our guests have certain expectations when they stay with us, and it is our job to meet and exceed those expectations.

We need to ensure that our work is consistent with the brand . We need to ensure that our work is consistent with the brand standards set by the hotel.



1.2 Reviewing brand standards : 



Review the hotel's brand standards document and make sure everyone is familiar with it 



Discuss the importance of cleanliness, presentation, and attention to detail in meeting brand standards 



Tips for achieving brand standards: 

Develop a checklist of tasks that need to be completed in each room, and make sure everyone follows it 



Encourage communication between team members to ensure that everyone is aware of any specific guest requests or needs (Sharma and Kaushik, 2021)
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Our guests' safety is our top priority, and it is essential that we follow Health and Safety procedures to prevent accidents and injuries.



2.2 Reviewing Health and Safety procedures

Review the hotel's Health and Safety procedures document and make sure everyone is familiar with it.



Discuss the importance of proper handling of cleaning chemicals, safe lifting techniques, and preventing slips, trips, and falls.



2.3 Tips for following Health and Safety procedures 

Provide training on proper handling of cleaning chemicals and equipment.

Ensure that everyone wears appropriate personal protective equipment (PPE), such as gloves and non-slip shoes (Ambardar and Raheja, 2017)
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3.1 Understanding the importance of improving performance



We are constantly striving to improve our performance and provide the best possible service to our guests



Improving our performance can lead to better guest satisfaction and increased revenue for the hotel



3.2 Reviewing performance metrics 



Review performance metrics such as guest satisfaction scores and occupancy rates



Discuss areas where we can improve, such as room cleanliness, responsiveness to guest requests, and overall efficiency



3.3 Tips for improving performance



Encourage teamwork and communication among team members



Set performance goals and track progress towards them. (Ginthotavidana and Waidyasekara, 2022)
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      Housekeeping is a continuous process, and staff members should be trained regularly to maintain their skills and knowledge. Ongoing training can be provided through refresher courses, on-the-job training, or online learning modules. The significance of housekeeping training can't be exaggerated. By following brand standards, Health and Safety procedures, and working together to improve our performance, we can ensure that we provide the best possible service to our guests and meet the expectations of the hotel. Let's work together to make our housekeeping team the best it can be.
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Welcome to our housekeeping training program, designed to meet brand and safety standards. In this program, we will provide comprehensive training on housekeeping procedures, safety practices, chemical handling, guest interaction, and brand standards. Housekeeping refers to the cleaning and maintenance of a building, such as a hotel, office, or residential space, to maintain cleanliness, hygiene, and orderliness. Housekeeping includes a range of tasks, including cleaning floors, carpets, furniture, and fixtures, making beds, restocking supplies, and disposing of waste.


Housekeeping is necessary for several reasons, including: Health and safety: A clean and hygienic environment is essential for maintaining good health and preventing the spread of infectious diseases. Housekeeping ensures that surfaces, fixtures, and facilities are free from dirt, dust, and bacteria, reducing the risk of illness and injury. Here are the reasons why housekeeping is necessary:


Aesthetics: A clean and well-maintained building creates a positive impression on guests, customers, and residents. Aesthetic appeal is especially important in the hospitality industry, where guests expect a clean and comfortable environment.


Compliance: Many industries have specific regulations and standards for cleanliness and safety that must be followed. Compliance with these standards is necessary to avoid fines, penalties, and legal action.


Productivity: A clean and organized workspace can enhance productivity by reducing distractions and creating a more comfortable environment. Housekeeping helps to remove clutter and create a more organized and efficient workspace.


Asset protection: Regular cleaning and maintenance help to protect assets such as furniture, fixtures, and equipment, extending their lifespan and reducing the need for costly repairs or replacements (Jones and Siag 2009).
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Cleaning Techniques

►

Prepare the cleaning supplies

►

Dusting

►

Vacuuming

►

Mopping


