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Component One:
What are the key skills required when working in the housekeeping team?
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	[bookmark: _GoBack]Association or organization- Having hierarchical abilities empowers housekeepers to organize things in a systematic and special manner (Febdilan, 2022). Towels should be collapsed and hung in an engaging manner; the arrangement of the wet bar and numerous other items will require housekeepers to be as organized as possible in order to maintain the room's order. At the point when the room is coordinated and all-around organized, those utilizing it will feel good and loose.
Communication- Housekeepers in hotels frequently interact with a variety of guests, so they must be able to effectively communicate with them. They need to assist with demands for extra private things, for example, towels, cleanser, and toilet paper, and that's only the tip of the iceberg. When a guest complains about a room that doesn't meet their standards, housekeepers may be able to help. For this to work, they need to be able to communicate well.
Honesty- housekeepers can commit errors now and again or experience mishaps while on the job. While washing, they might crack a plate or break a glass; damage a settee or other piece of clothing that belongs to a guest or the hotel where they work, or even tear a piece of a sofa (SARANCHA et al. 2022). They ought to concede their mistake, make sense of the circumstance and ensure it at no point ever occurs in the future. If it occurs again, it indicates that the on-call housekeeper is careless and wasteful.
Meticulousness- housekeepers need the capacity to focus even on the littlest subtleties. They ought to be able to look around a room and make certain that everything is in its proper place (Lithgow and Lloyd, 2022). Before beginning their shift, some housekeepers use their smartphones to take pictures to ensure that all items are returned to their original locations at the end of the day.
Caring- A housekeeper can without much of a stretch break or lose important things while taking care of the standard day-to-day errands. However, a caring housekeeper will handle things with the utmost care as if they were her own.




	Active listening- When working as a housekeeper, being able to listen to the house manager's instructions makes communication easier (Jubaedah et al. 2020). A very good housekeeper will make sure that the instructions given to her or him are clearly understood and will know when to ask questions to get answers. Because of their ability to listen effectively and respond politely, this skill set will help the career of the housekeeping team rise to the top.
Adaptability- Most managers search for a servant who can work deftly, particularly a live-in maid. Cooking, cleaning, and keeping an eye on the kids might fall on the housekeeper. A housekeeper who isn't flexible won't be able to finish most of the day's work before it ends, but one who is flexible will try to help in every situation.
Reliability- A good housekeeper is always trustworthy, trustworthy, and committed enough to do an outstanding job for the employer  (Mahendra and Hartono, 2021). It is vital to work dependably with the experience individual landed from the past position. At the point when people are dependable, the business will trust the individual, and people ought to work devotedly and with extraordinary enthusiasm to make all the difference for the gig.
Hardworking- Housekeepers must put in the time and effort required for a polished cleaning of the home. To be hardworking, he or she have to put in a lot of effort to keep the place where they work neat (Jubaedah et al. 2020). In order to please the employer, an individual needs to demonstrate more strength at work.
Trustworthiness- The employer can only take someone's home into custody if they can demonstrate that they are trustworthy (Febdilan, 2022). When working as live-in housekeepers, individuals should look for ways to cultivate a professional and trustworthy attitude. No different either way, even part-time inn housekeepers and cleaning staff have a key liability that requires a profound degree of trust.
Self-Control- Members of the housekeeping team are expected to conduct themselves in a professional manner, allowing them to keep their emotions under control and avoid aggressive behaviour even in difficult situations (Lithgow and Lloyd, 2022). the business ought to constantly see blesses the face so they don't think people are not content with the gig. They must give up their home to a cheerful worker rather than a sadist.
Innovation- Housekeepers on a team need to be creative in order to come up with new ideas and solve problems that are related to their work using other people's perspectives. Advancement is generally significant during testing snapshots of the gig (Mahendra and Hartono, 2021). A person will be able to use it to implement new strategies to boost job productivity.
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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?


	Sweeping, vacuuming, and restocking inventories are not done effectively 
	Because they did not have that much time to clean the room and washroom which is why it is happening. 
	I will inform about that to the manager and will mention that if the time limit will be short then they have to increase manpower for this type of unique case. 
	I will spend more manpower in that type of case where clients need their room within a short time of confirmation. 
	Hardworking skills and smart work will be the key step to developing my team’s effectiveness, for this, I will enhance their innovative skills and give them decision-making power by giving rewards to achieve the task as per the client’s requirements (McGrath et al. 2022). This will be done within 15-20 days. 

	Bed and towels are not arranged properly 


	Housekeepers does not check them and did not make the arrangements as per the requirements of the client. 
	First of all, I apologize to them and then as a team leader, I ask for some time and touch up the room per the requirement in between the taken time. 
	I will maintain a written statement about all the tasks and monitor whether individual team member completes their task or not within their deadline and as per the client’s requirement. 
	An up-to-date approach will help me to lead the team and to minimize this risk in the Marriott Hotel (Moral-Muñoz et al. 2020). Our team believe that we can enhance our skill within 20-25 days. 

	The door and window hanging are not changed 
	For lack of concern and time, it is happening.
	I will make a chart of activities digitally, and give them to the group of my team member, in which they have to submit their work update by clicking photos by which I can monitor their work and give my suggestions via texts and phone calls. 
	I will prevent this by maintaining the chart work and encouraging them to do work in groups by maintaining communication by which they can complete the task on time and has some time to monitor the activities whether it is done significantly or not and can do the task perfectly by repeating them a particular task which is not completed as per the needs of the Marriott Hotel services. 
	In order to increase my team’s efficiency as a team leader I will follow some principles of time management theory (Miranda et al. 2020). I believe we can develop our team management skill within 10-15 days. 

	The floor carpet was dusty 
	These carpets are very old for this some stains are not going after every possible work. 
	I will inform this type of problems in meetings by which managers can be known about the resource. In addition, I will give training to my each team members via online platform or by giving videos or pdf of the policies of Marriott Hotel by that they will not repeat any mistake twice. 
	In future, I will tell about the policies of the Marriott Hotel to my team members by which they will know that if any resources are not that much attractive and desired by clients anymore then they have to replace it immediately. However, I will give them this knowledge via an online platform because their break time and log-off time is not the same.  
	Within 5-10 days I will teach them about all the policies, they have to know as housekeepers by which I can improve my team’s rating and efficiency.



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: This training note will provide the team with a framework to follow by examining a model of best practice employee engagement and connecting it to an industry example.
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	Training Notes: Over 1.4 million rooms are available in more than 7,600 Marriott properties in 131 nations and territories. Marriott has a strong reputation for innovation and technology. It is well-known for its extensive portfolio of brands, dedication to high quality, and creative approach to technology and service.

	
[image: ]

	Training Notes: Building trust and ensuring that team members feel valued requires effective communication. It's a good idea to hold regular team meetings, one-on-one sessions, and feedback sessions to keep lines of communication open. Employee morale and engagement can both benefit from recognition, which is a potent source of motivation. Building a happy and also engaged workforce can be greatly aided by recognizing and rewarding team members for their efforts, accomplishments, and contributions.
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	Training Notes: Putting resources into preparing and advancing open doors for colleagues is fundamental for their development and improvement. It demonstrates the organization's commitment to their personal and professional development in addition to enhancing their skills and knowledge (Mullins and Dossor, 2023). It is essential for team members' well-being and also engagement to ensure that they have a healthy work-life balance. Giving adaptable working hours, downtime, and other balance between fun and serious activity drives can assist with diminishing pressure, encourage everyone, and further develop commitment levels.
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	Training Notes: The goal of Hilton's "Heart of Hilton" program is to cultivate an enthusiastic and upbeat workforce. Team members will feel valued and appreciated as a result of this program, which contributes to the creation of a positive and supportive work environment. These drives help to perceive and also remunerate colleagues for their persistent effort and commitments.	
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	Training Notes: Team members' abilities and knowledge are enhanced by these programs, which also demonstrate the organization's dedication to their development. These initiatives help to alleviate stress, boost morale, and also show that the company cares about the well-being of its employees.
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	Training Notes: Training Notes: Give close consideration to detail while tidying up visitor rooms. This includes ensuring that all amenities are fully stocked, that all linens are fresh, and that all surfaces are clean and free of dust. Clean guest rooms, in the same way, every time. 
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	Training Notes: This incorporates utilizing similar cleaning items and following a similar cleaning schedule. Keep an expert demeanour and appearance while collaborating with visitors. Be well disposed and also congenial, and exceed all expectations to guarantee that visitors have a positive encounter.
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Training Notes: Guarantee that cleaning items are utilized by the maker's guidelines. This includes using the right dilution ratios and labelling every product correctly. Make sure that all of the equipment is used correctly and that it is in good working order. Mops, vacuums, as well as other cleaning tools, are all included in this. Guarantee that all colleagues know about security conventions and techniques. This incorporates crisis methods and also conventions for taking care of unsafe materials.
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	Training Notes: In conclusion, implementing a model of employee engagement can aid in the development of a positive and enthusiastic workforce that provides superior customer service. Our team members can feel valued, supported, and engaged by adhering to the model's components of communication, recognition, training and development, and also work-life balance. The case of Hilton Overall exhibits that executing a worker commitment model can prompt superior representative assurance, higher commitment levels, and eventually, better business results.
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Industry Examples ~ HILTON

WORLDWIDE

Hilton Worldwide is a good example of a company that has successfully
implemented  a  model  of  employee  engagement
(Hotelowner.co.uk,2023). ~ The four elements of the employee
engagement model have been implemented in a few different ways at
Hilton, including the following

Hilton has executed a program called "Catch Me at My Best," which
urges colleagues to perceive and also value each other's
commitments.

"Team Member Appreciation Week," "Leader of the Quarter" and
"Spirit of Hilton" awards are all part of Hilton's extensive recognition
program
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Contd. HILTON

WORLDWIDE

Hilton has a vigorous preparation and improvement
program that incorporates different preparation drives, for
example, the "Hilton College” and also “Initiative

Advancement Projects.”

Work-life balance initiatives such as flexible working
hours, paid time off, and wellness programs have been

implemented by Hilton.
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Brand Principles

As housekeepers, we are answerable for keeping M A R R I OT T

up with the brand norms of Marriott. This includes

making certain that the cleanliness of the guest
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rooms has been of the highest possible standard
Raghubalan and Raghubalan, 2016). To ensure
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Well-being and Security Methodology

We must adhere to health and safety regulations in addition to M A R R I OT T
upholding brand standards (Tesone, 2010). This includes
making certain that there are no hazards in the guest rooms

that could hurt guests or rather team members. To ensure that
we adhere to health and safety procedures, here are some
guidelines:

Use of cleaning products correctly

Use of equipment correctly

Security procedures
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Conclusion

In conclusion, we may be able to provide high-quality service while upholdingM ARRIOTT
health and safety standards by adhering to these guidelines.

In order to guarantee that our customers receive the very best service

possible, it is necessary for us to uphold our brand standards, adhere to

health and safety regulations, and involve our employees.

We can increase our performance and also guarantee that we will continue to
provide Marriott's renowned exceptional service if we adhere to these
guidelines.
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Introduction

As the Marriott Hotel floor housekeeping manager, it is essential to
ensure that the staff is well-trained, motivated, and enthusiastic

about their work (Aggarwal et al. 2022).

This not just guarantees that brand guidelines have been
accomplished, yet it likewise assists with keeping up with well-being

and security methods.

MARRIOTT
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Overview of the company

Marriott International is a multinational MARRIOTT

hospitality company that owns and operates
numerous hotel brands worldwide.

The organization was established in 1927 by
J. Willard Marriott and also has developed to
become one of the biggest lodging networks
(Ge,2020).
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Model for Employee Engagement

The degree to which employees are enthusiastic about their jobs,
committed to the company's objectives, and also willing to put in M A R R I OT T
extra effort to reach those objectives is referred to as employee
engagement (Quick, 2020). For us to provide our customers with
high-quality service, we need an enthusiastic workforce. We can

use the following strategy to increase employee engagement:
EMPLOYEE

Work-Life Balance ENGAGEMENT
Communication a o
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