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Inside a hotel, the housekeeping department plays a variety of roles. In addition to assuring the cleanliness and visual appeal of the hotel's public areas and guest rooms, they report any maintenance difficulties. Typically, the executive housekeeper oversees maintenance report management. The person in command of the housekeeping department is an executive housekeeper. It is crucial to understand that the maintenance department is responsible for upkeep. The maintenance department is comprised of a group of individuals that repair furniture and fixtures.
Most hotels outsource their maintenance services. As a result, the housekeeping staff should keep track of any areas that require maintenance as they clean. It is essential to highlight that the cleaning staff performs several unique maintenance responsibilities. For instance, mending ripped uniforms or linens. To maintain the visual appeal of a hotel, it is necessary to swiftly solve maintenance issues in all public spaces and guest rooms.
The standards by which the housekeeping department functions are specified. Providing the expected level of cleanliness is one of the most essential criteria. Using visitor questionnaires to assess cleanliness, the hospitality industry maintains housekeeping standards. Guest satisfaction surveys measure visitors' levels of contentment and collect valuable data that may be used to enhance their level of contentment. Guest surveys can be conducted online via the hotel's website, using paper survey forms, or verbally during the checkout process (Study,2022).
At most hotels, housekeeping is one of the largest divisions. Despite its significance, this department's personnel are typically underpaid and overworked, resulting in a relatively high turnover rate. Often, this rate is ten to one hundred times that of other departments. This turnover rate costs the business tens of thousands of dollars in recruitment, training, missed productivity, and in certain states, overtime. Effectively administering such a department demands unique abilities and a unique individual. In most hotels, this is the Executive Housekeeper. This position is normal in many full-service hotels. Many limited-service establishments have followed suit by designating an Executive or Chief Housekeeper. Numerous hotels have promoted the job to the "Executive Staff level." It should also be noted that the Executive Housekeeper, along with the Executive Chef, is among the highest-paid roles in many hotels. This is done mostly to maintain and reward an employee who performs a crucial, challenging, and thankless job (Hoteltalk,2021).
Nothing delivers a stronger statement in the hospitality sector than cleanliness. No amount of service, friendliness, or glitz can match the feeling a guest feels upon entering an immaculate, well-organized room. Management and guests agree that a hotel must maintain a clean and orderly environment to fetch a fair fee and receive repeat business.
Good housekeeping is regarded as the backbone of the hospitality industry because its primary objective is to produce a clean, comfortable, safe, and aesthetically pleasing environment.
Hotel housekeeping is an operational department. It is accountable for the cleaning, maintenance, and aesthetic upkeep of rooms, public places, rear regions, and the surrounding area.
A hotel survives through the selling of rooms, food, beverages, and other minor services such as laundry, health clubs, health spas, sightseeing, and retail malls, among others. The selling of rooms comprises at least fifty percent of these sales.
Organization is a crucial skill for a housekeeper. You will need to keep track of multiple chores and tasks and manage your equipment and supplies. Good organisation will enable you to perform the highest quality work possible.
At a hotel, you always double your housekeeping trolley to ensure that it contains the necessary materials.
Always perform a complete 360-degree turn upon entering a room. This assists you in identifying and organising your top cleaning priorities for the area.
Try breaking down large projects into smaller, more attainable goals; this may be a helpful organisational tool on the job (Wikihow,2022).
Human resources are one of the most important aspects of efficient management for cleaning companies. Training and motivating the housekeeping staff is essential to achieving better results and enhancing the company's chances of success. The primary emphasis of orientation programs for the cleaning staff should be placed on customer safety and interpersonal communication. Andrews (2007) stated, "Regardless of their personal circumstances, housekeeping staff must always present a cheerful exterior and emotion" (p. 18).
Due to the nature of the field, housekeeping employees must work closely with customers, and the level of their communication skills has a significant impact on the efficiency of their work as well as their ability to meet customers' expectations, follow instructions, and fulfil requirements.
Despite the widespread misconception that cleaning is a form of physical labour that does not require special preparation or advanced skills, modern housekeeping companies evaluate the personal characteristics and learning capacity of prospective employees.
According to Morrow (2008), the primary requirements for becoming a professional housekeeper are "superior organisational skills, respect for client property, the ability to handle larger projects, and a comfort level working closely with clients for an extended period of time" (p. 57).
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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 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?


	One of the guests has made a complaint regarding the clearance of his room. The guest was not happy with the room he is been allocated and said the room is not meeting the standards he paid for.


	We received the complaint because the housekeeper didn’t clean the room properly because of the busy day at the hotel and the shortage of staff.
But also the supervisor who was meant to check the room didn’t do his job as he should do it.

	For each new guest, hotel rooms are supposed to be immaculately clean, and a dirty room is the definition of a bad day for any hotelier. Guests typically have valid grounds for room cleaning complaints, including hair in the shower and sneakers left in the bottom drawer. These complaints account for roughly 10 percent of the total complaints received annually.

Generally, complaints with room cleanliness are resolved with profuse apologies and speedy corrections. Some guests will be happy with a short clean-up, while others will be disgusted or angry. Provide disgruntled visitors who will be relocating a new (just inspected) accommodation and a "fresh start" in terms of feeling opulent. If they refuse to leave, offer them a free lunch or spa treatment in the hotel's restaurant or spa while the cleaning team tries again to make the room spotless.
	Throughout the time that the client is staying at the hotel, you should make sure that the housekeeping staff is on their toes and that they have a detailed set of instructions outlining all that is expected of them. The use of a schedule that details a time for each task and the cross-checking of that schedule by a supervisor goes a long way toward mitigating the likelihood of typical hotel complaints.

If a guest does complain about the housekeeping, you should apologise right away and then offer to make things right. Make an offer to the guest to promptly send a supervisor or member of the housekeeping staff to clean up the mess, and provide a complimentary amenity as recompense for the guest's discomfort.
	As a part of this process, I would recommend having frequent mystery hotel visitor visits. These guests would be tasked with staying at the hotel for one night each month and sending a detailed report to the management. It is important for hotel managers and housekeepers to spend as much time as they can sleeping in their establishment so that they may better understand how guests feel. They should stay in all of the many types of rooms that are accessible; it is not necessary for them to have exclusive use of the deluxe suites.

	


	
	
	
	

	


	
	
	
	

	


	
	
	
	

	


	
	
	
	




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:
For the good functioning of a hotel, the housekeeping department must do its job at a very good level and offer excellent services to customers.
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	Training Notes: Offering a clean room to the guest is the most important, as this will be its first impression regarding the hotel’s services. 


	






	Training Notes:
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	Training Notes: Housekeepers have a lot of duties during their shifts and sometimes they tend to forget to do the checks properly and this can lead to complaints from unhappy guest.
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	Training Notes: Health and Safety regulations definitely apply to the hotel industry as well as other the other organisations and it needs to be followed properly for the safety of employees and customers.
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	Training Notes:
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	Training Notes: The Hotel Manages must follow the right procedures of Health and Safety for the well-being of the staff and the people staying at the hotel. Is their responsibility to do the right training and check if the staff is following the procedures.
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	Training Notes: Training your staff is one of the most important things if you wish to succeed.
The hotel manager is the first person responsible for the safety of its staff.
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	Training Notes: According to HSE, every year around 1 million people suffer injuries at work because Heart and Safety procedures are not followed properly. 
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Housekeeping Department Standards
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On a normal day, hospitality employees must
complete hundreds of duties, including opening
checks and food hygiene procedures. Even with a
low rate of human error, the dynamic nature of the
hospitality industry leads to blunders and missed
checks. This can resultin, at best, a negative:
customer experience, and, at worst, legal action

The checkistis a straightforward instrument for
quiding teams through tasks and ensuring
compliance with brand guidelines. In addition to
standardisingand disciplining, they keep team
members' accounts (Radey, 2021).




image6.png
“The Heath and Safety at Work Actof 1874 povides the framewrk for
heaits and safetyaw i the Urited Kingdom, It ersures that ot rly the
Posptalty dustr. but al usinesses, proide an envionment thatal
consumers can eioy and feel comfortabe in, and tat employes fee!
‘appropratly protecteo perform heir jbs effenty. I your restaurart,
hotel movi theaie,etc. does not adhere tothse reguatons, you coud
ik ines or even prosecuton 8t faling o comply withhealih and safety
Iaws puts everyore atcanger, from oyalconsumers o dedicated
employees.

Health an sty reguiaions apply o a enterprises, regardess o sze. I
the hosptatty indusry, owever, when food safey and hygiene are
essental, s becomes even more crucal. I orcer o protect the safety of
Both employees and customers, businesses such as festaurants, hotls,
a1 cafes must impement strngent workplace norms and condt frequent
heaits and safetynspections (MLS.2023).




image7.png
Safety
hazards in

the hospitality
industry

When operating at ful capacity. the hospalty industry faces a
number of unique obstacles. AS you might expect. sips, rips,
and fals are amajor Source of inury for workers in the food
service sector, especially for cooks and watt staff. This is made
worse by things like fo0d messes. mist floors, and offer
poential trp hazards. Obstacles include piec-up trash, people
furrying to and from tables, and crowded corrdors. We can help
lessen the ikeihood of this happening by taking steps o
miigate these rsks. Avoidng sips, trips, and fals is as simple.
s keeping the area clean, wearing the right shoes. clearing up
any spils, and making sure there is adequate lihting

Because of the nature of the hosplaity industry. there is a good
chance that employees wil occasionaly be required to move
heauy objects, such as tables, deliveries, baggage. ful pots. and
plles of pltes, If they are handed inappropriately. this coud
esut in njry 1o the musculoskeletal system For instance,
Cooks, cleaners. and people who wiork n the g area need
to be aware of how to minimise the healh risks connected with
physical handing. \Whie moving big goods, i s mportant to use
proper fting and carrying procedures, i addition fo making use
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Below is a short description of what Hotel Managers
need to do morally and legally to manage their
health and safety.

Make sure your staf is auare of the rights and
duties they have according to the laws of your
nation. Place any relevant govemment posters in
jour Hotel. Make sure that the Hotel s eliminated
om significant and recognized hazards. The
workplace conditions should, at a minimum, be in
accordance with the laws that govern your country.
When they are on the job, employees should have
access to and use lools and equipment that are both
secure and in good working order. Always and
continually. You have a responsibilty to provide
employees with information regarding potential
dangers in the workplace and ensure that posters,
labels, signs, color codes, and other safety
measures are utiised throughout the Hotel. Always
Deliver good qually safely traning for all taf using
language they can comprehend. Starting right at the
commencement of their employment, create and
maintain a comprehensive set of safe operating
procedures for your hotel. Let staff follow them
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Employees should receve traning on the dangers thatcan be.
found across e hote, partcuary i teir respecive
departments. Take l the necessary precauions here. Staring
fight atthe commencement o thei employment. Make sure your
persomel has enough medical training. Always. Maintain 3 record
of any inuries sustained on th b and ensure that authorzed
ieais can iew it Not only does maintan a safe and healty
environment a he hotl assist the business {0 avold neediess
disruptions, but it also craws i alented employess. Every Hote!
Manager should be accountabl for ensuring that their
estavlsfment is both safe and heality for guests (Sauyers 2018).





image10.png
Around one million people are injured on the job
each year, and over two hundred people lose their
lives as a direot result of work-related accidents.
Many of these injuries might have been prevented
had basic health and safety procedures been
followed. Approximately two million people are
diagnosed with ilinesses each year that may be
traced back to, or made significantly worse by, their
jobs or the job-related functions they do, most
notably in the hospitality industry. Everyone who is
employed should make it their top priority to reduce
the risk of ocoupational illness and accidents at their
place of business. Because we practice strong
health and safety management, we are aware that
employees who are knowledgeable and trustworthy
are invaluable to the expansion and continued
existence of our company. Hence, it is extremely
necessary to preserve health and safety in order to
stay away from any potential dangers (HSE,2022)
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Housokesping's Function in the Hotel Sector
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