	
[image: UWTSD new Logo]

Component One:
What are the key skills required when working in the housekeeping team? 750 words (+/- 10%)
Contribution to Overall Module Assessment: 25%
	Student No:
	Georgiana Izabela Cosor 2127686
	

	
	
Module Title:
	Operating Hotel Facilities
	

	
	Module Code:
	BMIH4006
	

	
	Lecturer:
	Lola Villard 
	

	
	
	
	

	
Introduction 
Housekeeping is a specialised department which is responsible for the cleanliness of other departments of the hospitality industry. However, the wordy meaning of housekeeping is to keep the area clean and make it remain organised and systematised and keeps it in a controlled manner (Alcalde-Gonzalez et al., 2021). 
Since the housekeeping staff ensures the maintenance, sanitation and aesthetically appealing view of the sector the same as on the first day it was, i.e. on the earlier day in a newly made hospitality organisation, every corner of the hotel industry usually reflects a glow and shows brightness as well as cleanliness from every aspect. So to make the sector the same as it was before on the first day of its opening, the housekeeping staff must keep it remain shining and magnificent. 
Critical Skills Of House Keeping Staff Member Team 
There are some specialised skills housekeeping staff need to have, and a detailed version of the skills are as follows. 
1- Quick Working Ability
As the housekeeping members have a lot of work to do in a minimum required time, there must be a managing skills to do things in the limited time needed without compromising or sacrificing the quality of work (Chalupa and Chadt, 2021; Stergiou and Farmaki, 2021). The staff members must be specialised and skilled in such a way that they have to fulfil their daily responsibilities in a quick manner, and I think so, this ability and skill don't only require in a housekeeping member but in every other professional too since the foremost crucial thing we have is only time! 
2- Customer- Oriented & Friendly 
They must warmly welcome every new customer within the hotel sector since they are the key reflectors of the hospitality industry and possess a personality to serve people. Their body gesture must represent some characteristic feature that they are willing to assist/help customers or who-so-ever visit the hotel sector. This is the primary and fundamental skill a housekeeping member should contain. Otherwise, if they don't cooperate with the organisation's staff members in any way, the collaborative work could never be done, and an establishment could never be run collectively (Fitriyani and Evita, 2021; Ma et al., 2022). 
3- Prioritisation & Time management Skills
This is the need of every profession, in my viewpoint; until and unless a housekeeping member doesn't prioritise and categorises tasks and functions to do, i.e. which function they have to accomplish first and which one later on, they wouldn't be able to complete it within the limited required time period. They must have to manage each and every task according to the period of time needed, i.e. divide given tasks according to the total time period given. In this way, they will be able to accomplish their given goals (Khalimova, 2020).  
4- Patience 
They must possess such a welcoming behaviour that if someone uses harsh words to them, they shouldn't reply, and instead of reacting in the same way back, they should remain calm and quiet at that specific moment (Bogan et al., 2021). This is the fundamental need of this profession. Not only should the housekeeping staff possess the character of being patient, but it's the need of every other professional domain and the most significant trait of succeeding in each level of life (Majeed and Kim, 2020). 
5- Social Perceptiveness & Active Listening 
This is one of the vital qualities of being a member of the housekeeping staff; they must listen to whatever the hotel's visitors ask them, pay attention and take time to listen to their queries and try to solve their matters as well as concerning issues (Choy et al., 2021). They must bear a personality/ a character or a trait of willingness to always serve people, since more than maintenance of the area; it is the foremost preferable duty of a maid to serve customers/clients (Aksu et al., 2022). 
As mentioned above, all these skills are the critical qualities of housekeeping staff which make them distinctive from other professionals, and all these characteristics, as mentioned earlier, are vital necessities for being a housekeeper, not only in the hospitality industry but in other business establishments too. 
Conclusion 
Every profession has some essential requirements and a key responsibility to overcome. Nothing in this world is easy to carry on., identical to that of the housekeeping duty, which is superficially simple and easy to handle, but there are some specialised features, specific tasks to accomplish, some responsibilities to fulfil and some complex challenges to face. Indeed, the respective staff members must contain these characteristic features, which ultimately make them unique and exceptional from other professionals.
The above-mentioned skills are basic, but there are some other traits a housekeeping member must possess, which make them the best professional expertise and take them to the next level.   
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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?

	The room is not properly cleaned. 

	The staff assigned for the responsibility of cleaning that floor were newly hired. Furthermore, they were also not properly trained to work as desired. 
	I will ask the management to arrange a training programme for them. This, in turn, will serve as motivation for them to work properly. 
	I will make sure that the employees responsible for cleaning are experienced or at least trained. My focus will be on having a team combination of experienced professionals and new staff. 
	I will introduce ratings for employees that will be given by those staying at the hotel and a reward strategy as an appreciation for those with the highest professional rating. 

	Unavailability of resources in the room 


	The situation happened during the season when the hotel was already handling a lot of guests. For this reason, the employees on the floor were unable to ensure efferent management of resources. 
	I will ask employees to make a checklist of all those resources that might be required at the end of each week. 
	My focus will be on introducing the policy of asking guests if anything is required during the cleaning process. 
	I will conduct proper training of employees about the resources that should be available in rooms at all costs. 

	Lack of timely response to queries 

	The issue arises due to improper communication with guests, which in turn, resulted in delays in making requests fulfilled in a timely manner. 
	I will arrange a workshop for all employees on my floor, highlighting the importance of communication and active listening. In this manner, they will learn to be patient and humble towards guests.
	I will ask management to conduct such workshops or training sessions for employees every month, in which they should be told about communication issues and how they can be resolved effectively. 
	I will introduce new rules and regulations to ensure timely responses to guests. Every individual will be bound to follow those rules at all costs. 

	Issues with access to Wi-Fi 

	The issue was reported when the Wi-Fi device in the guest room was not working, and we do not have any further devices in place to resolve the issue. 
	I will ask the IT and maintenance department of the hotel to check all Wi-Fi devices on the floor and resolve any issues immediately. 
	I will focus on calling the IT department every week to check all internet connections on the floor. This, in turn, will help us identify any issues before it’s too late. 
	The team's effectiveness will be improved by conducting a small workshop for employees to handle small issues themselves, such as changing devices with spare ones in inventory. 

	Faulty electronics 

	The issue was reported when the TV in a room was not working, and the customer was not happy about that. 
	I will ask the maintenance to check and identify the issue. Meanwhile, I will ask the customer to change the room with the proper equipment available. 
	I will set procedures in place for regularly checking equipment in order to ensure that they work efficiently. 
	To improve team effectiveness, I will ask the management to ensure the availability of employees with proper skills on the floor so that issues can be timely handled. 




Component Three:
Contribution to Overall Module Assessment: 50%
Your task is creating and preparing a presentation following the detailed scenario 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 
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	Training Notes: In ensuring guests have a pleasant and relaxing stay, housekeeping is vital to the hospitality sector. Training is crucial because it equips employees with the necessary knowledge and skills needed to develop and care for the company's workforce.

	Guest Complaints
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	Training Notes: The issue of the hotel rooms' poor cleaning standards has been the subject of frequent complaints. Unmade beds, untidy rooms, and an unclean bathroom were all visible to the guests upon arrival (Hien et al., 2022). Thus the hotel management needs to effectively personalise the complaints.

	Role of Housekeeping operations 
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	Training Notes: In the hospitality sector, housekeeping operations are in charge of maintaining the accommodations clean, pleasant, and secure for visitors. Maintaining and cleaning guest rooms, common areas, and back-of-house spaces are just a few of the many duties involved in this (Sadhale, 2021)


	Importance of training in Hotel 
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	Training Notes: For a number of reasons, training housekeeping workers is important in hotels. First of all, it adds to the provision of high-quality services since properly trained housekeeping employees can offer visitors a high level of care and ensure that their rooms are tidy, comfortable, and well-maintained (Abuelhassan and Elsayed, 2020). Good training may increase productivity, decrease errors, and decrease turnover, all of which can lower costs for the hotel.

	Training Programs 
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	Training Notes: The following important topics should be included in a thorough housekeeping training course for hotel workers. In hopes of providing housekeeping employees with the knowledge and skills that they need to provide guests with high-quality service, these training areas will be provided via a combination of on-the-job training and should be updated and reinforced on a regular basis (Shahane and Fernandes, 2021)
	



	Training Program in Hotel 
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	Training Notes: Health and Safety: Instruction on how to use cleaning supplies and tools safely, maintain personal hygiene, and follow reporting protocols for accidents and incidents. Learning how to connect with guests, deal with complaints, and communicate with other hotel departments are all part of successful communication training. Information on the hotel's environmental policies includes recycling, water and energy conservation, and waste reduction (Kukreti and Dani, 2020). Training on quality standards, such as cleaning up after yourself and your guests, spotting and reporting maintenance problems, and handling client comments.

	Health and Safety Procedures 
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	Training Notes: To protect them from any hazards and permit them to perform their responsibilities safely, hotel cleaning staff must adhere to strict health and safety standards. The following practices are vital for hotels to implement. They cover things like the proper use of personal protective equipment, chemical safety, ergonomics, infection control, and emergency procedures, as well as mental health support (Geller, 2017)

	Employee Engagement Model 
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	Training Notes: AON Hewitt Model is for employee engagement. The core basics are work, brand, company practices, performance and leadership. 

	Conclusion 
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	Training Notes: According to the overall conversation, training needs to be given top priority if the hotel is to succeed and if guests are to be satisfied. Ensuring guests leave the hotel happy and generating a positive image can boost the hotel's brand reputation.
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Guest Complaints
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Role of Housekeeping operations
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