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The housekeeping department is one of the essential departments in a hotel. The housekeepers 
ensure guests have a comfortable and pleasant stay (BMIH, Week three). They have a range of 
duties and responsibilities, which include cleaning rooms, checking room supplies, maintaining 
laundry facilities, restocking bathroom supplies, and inspecting rooms to ensure they meet hotel 
standards. A hotel's ability to attract guests and maintain its good name depends on its 
housekeeping. A person needs to be meticulous to work in a hotel's housekeeping department 
(Febdillan, 2022). As a consequence of this, the individual needs to be able to precisely follow 
directions and pay attention to the tiniest of details. 
 Housekeepers must be able to recognize and respond to the needs of guests, and this requires 
them to pay attention to even the smallest of details. For example, a housekeeper may need to 
double-check that a room is stocked with all the necessary amenities, or they may need to check 
that linen towels have been properly folded. Being detail-oriented is essential in this field as it helps 
ensure that tasks are completed accurately and that guests are satisfied with the quality of service. 
When working in the housekeeping department of a hotel, the ability to work quickly and efficiently 
is essential (Tra, 2022). Working in a busy environment with tight deadlines and multiple tasks, it is 
essential to handle multiple tasks simultaneously and stay organized. To succeed in this role, those 
in the housekeeping department must be able to multi-task and prioritize tasks, work well under 
pressure, and stay on task and focused at all times. Working quickly and efficiently can make all 
the difference in success in a housekeeping department. With these abilities, you can guarantee 
that guests will be pleased with their stay and that the hotel will be kept in the best possible 
condition. 
Communication skills are an essential part of any job, and in the housekeeping department of a 
hotel, they are even more critical (Shahane & Fernandes, 2021). Housekeepers need to be able to 
communicate effectively with guests, other staff members, and supervisors, whether it's over the 
phone or in person. To succeed in the housekeeping team, expressing yourself clearly and politely 
is essential. It is also important to understand and respond to customer needs and to be able to 
follow instructions (Pai & Manjunath, 2020). Being able to listen well is also essential - 
housekeepers need to be able to listen carefully to guests' requests and understand their needs to 
provide them with excellent service. 
Another essential critical skill required when working in the housekeeping team of a hotel is the 
willingness to be of genuine service (Marneros & Papageorgiou, 2020). A housekeeper should be 
someone eager to provide excellent service to their guests, always has a positive attitude, and is 
willing to go above and beyond for them. This means taking the initiative to help guests without 
being asked and showing empathy and understanding toward requests or complaints. It also 
involves staying calm under pressure and handling difficult situations with composure. Taking the 
initiative is about being proactive, taking responsibility for your work, and finding ways to ensure the 



job gets done correctly. It is about anticipating needs and acting accordingly (Espellita & Maravilla 
Jr, 2019). It involves anticipating what the guests might need and being ready to provide it. To 
succeed in a housekeeping role, you must be eager to put your guests first and do whatever it 
takes to make their stay as enjoyable and comfortable as possible. 
Politeness and civility are essential skills for any job, especially those in the hospitality industry 
(Olimovich & Bakhtiyorovich, 2020). As a part of the housekeeping department in a hotel, it is 
essential to maintain a high level of politeness and civility in all interactions with guests and other 
staff members. Being polite and civil helps ensure that everyone has a pleasant experience at the 
hotel and that customer service is of the highest quality. When working in a housekeeping position, 
it is essential to address guests by name when appropriate, thank them for their stay, offer 
assistance if needed, and show courtesy to others (Franssen, 2019). This includes speaking in a 
proper tone of voice, using polite language, and not engaging in disrespectful behavior. It is also 
essential to be mindful of cultural differences when interacting with guests, as politeness and civility 
may vary from one culture to another (Hasnat, 2021). By practicing these skills, housekeepers can 
ensure that all guests feel welcome and comfortable during their stay and that their experience is 
as pleasant as possible. 
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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? 
 

Dirty Rooms 
 

 

The late checkout of 
previous guest or early 

check-in of the current guest 

The front-desk manager 
must request the immediate 
room guests to wait for a 
while till the room gets clean 

I will train my housekeeping 
staff to present the best 
when it comes to hygiene. 

To make sure that rooms 
are being cleaned correctly, 
I will perform routine quality 
assurance checks and 
inspections. 

 
Foul Smell 

 

The guest was not 
comfortable with the 
previous’ guest perfume/ 
deodorant  

Performing cleaning tasks 
twice a day and maybe 
more whenever required 
and Follow-up with the 
guest to ensure that their 
issue has been resolved. 

My staff can always ask 
them to share how they feel 
about the rendered services 
and if there’s anything they 
can help them with. 

I will develop a system that 
provides incentives to 
employees for their efforts. 

Presence of dust 
 

 

Shedding of items such as 
carpets and furniture, and 
the presence of dust-
producing items such as air 
fresheners, candles, and 
cleaning products. 

Improve air circulation and 
ventilation 

Installing permanent air 
conditioners and making 
sure the room is vacuumed 
twice a day 

Proper training of the staff 
on the correct use of 
vacuum cleaners and 
importance of dust free air 

 
Stained carpets or furniture 

 

Spills and accidents Insist that visitors use 
coasters whenever they set 
down a cup, glass, or other 
liquid-filled container on a 
table or other piece of 
furniture. 

Slipcovers are a great way 
to keep the furniture clean 
and protected from spills 
and grime. 

Motivating workers to solve 
common issues with 
creative and innovative 
solutions 
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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. 
 

 

 
 

 

 

 

Training Notes: 

 



 
 

 

 

 

Training Notes: Notes: 

Welcome the team and introduce the purpose of the training presentation. 
Explain that the goal of this presentation is to ensure that our guests are satisfied with our 
services and that we maintain a safe and healthy environment for both guests and staff. 
State that we will be discussing health and safety procedures, brand standards, and best 
practices in the industry. 
Learning Outcomes: 
By the end of this presentation, you will understand the importance of following health and 
safety procedures and brand standards. 
You will also be able to apply best practices in the industry to your daily work routine. 
Assessment: 
The assessment will be based on the team's ability to demonstrate an understanding of the 
topics discussed in the presentation. 
This will be evaluated through observation during daily work routines and any additional 
training or coaching sessions required to address areas that require improvement. 

 

 



 
 

 

 

Training Notes: Notes: 

Emphasize the importance of health and safety in the workplace. 
Discuss the potential risks associated with not following health and safety procedures. 
Provide examples of the types of accidents that can occur due to negligence. 
Learning Outcomes: 
Understand the importance of following health and safety procedures. 
Be aware of potential risks and how to avoid them. 
Assessment: 
Assessment will be based on the team's ability to identify potential risks and demonstrate how 
to prevent them. 
This can be evaluated through observation during daily work routines, as well as any additional 
training or coaching sessions required to address areas that require improvement. 

 

 

 
 



 

 

 

Training Notes: 
Explain the importance of PPE in maintaining a safe and healthy environment. 
Discuss the types of PPE that are required for the job. 
Provide examples of how to properly wear and use PPE. 
Learning Outcomes: 
Understand the types of PPE required for the job and how to properly wear and use them. 
Assessment: 
Assessment will be based on the team's ability to properly wear and use PPE. 
This can be evaluated through observation during daily work routines, as well as any additional 
training or coaching sessions required to address areas that require improvement. 

 

 

  
 

 

 

 

Training Notes: Notes: 

Discuss the importance of chemical safety in maintaining a safe and healthy environment. 
Explain the types of chemicals used in housekeeping and how to handle them safely. 
Provide examples of the types of accidents that can occur due to improper handling of 
chemicals. 
Learning Outcomes: 
Understand the importance of chemical safety. 
Know how to handle chemicals safely. 
Assessment: 
Assessment will be based on the team's ability to handle chemicals safely. 
This can be evaluated through observation during daily work routines, as well as any additional 
training or coaching sessions required to address areas that require improvement. 
 

 

  

 



 

 
 

 

 

 

Training Notes: Notes: 

Discuss the importance of brand standards in maintaining a positive guest experience. 
Provide examples of brand standards that must be followed in housekeeping. 
Explain the impact of not following brand standards on guest satisfaction. 
Learning Outcomes: 
Understand the importance of following brand standards. 
Know the brand standards that must be followed in housekeeping. 
Assessment: 
Assessment will be based on the team's ability to follow brand standards in their daily work 
routine. 
This can be evaluated through observation during daily work routines, as well as any 
additional training or coaching sessions required to address areas that require improvement. 

 

 

 

 



 
 

 

 

Training Notes: Notes: 

Discuss the importance of cleaning techniques 
Explain the different cleaning techniques that must be followed in housekeeping. 
Provide examples of the types of equipment and cleaning products that are required for each 
technique. 
Learning Outcomes: 
Understand the importance of proper cleaning techniques. 
Know the different cleaning techniques required in housekeeping. 
Know the types of equipment and cleaning products required for each cleaning technique. 
Assessment: 
Assessment will be based on the team's ability to demonstrate the proper use of cleaning 
techniques and equipment. 
This can be evaluated through observation during daily work routines, as well as any 
additional training or coaching sessions required to address areas that require improvement. 

 



 
 

 

 

 

 

 

Training Notes: Notes: 

Discuss the importance of room inspections in maintaining brand standards and ensuring 
guest satisfaction. 
Explain the process for conducting room inspections. 
Provide examples of common issues that are identified during room inspections. 
Learning Outcomes: 
Understand the importance of room inspections in maintaining brand standards and guest 
satisfaction. 
Know the process for conducting room inspections. 
Be aware of common issues that are identified during room inspections. 
Assessment: 
Assessment will be based on the team's ability to identify common issues during room 
inspections and take appropriate corrective actions. 
This can be evaluated through observation during daily work routines, as well as any 
additional training or coaching sessions required to address areas that require improvement. 

 

 



 
 

 

 

 

 

Training Notes: Notes: 

Discuss best practices in the industry that can be applied in housekeeping. 
Provide examples of hotels or other organizations that have successfully implemented best 
practices in housekeeping. 
Explain how these best practices can be incorporated into our daily work routine. 
Learning Outcomes: 
Understand the best practices in the industry. 
Be aware of examples of hotels or organizations that have successfully implemented best 
practices in housekeeping. 
Know how to incorporate these best practices into our daily work routine. 
Assessment: 
Assessment will be based on the team's ability to identify and apply best practices in the 
industry to their daily work routine. 
This can be evaluated through observation during daily work routines, as well as any 
additional training or coaching sessions required to address areas that require improvement. 

 

 



 
 

 

 

 

Training Notes: Notes: 

Introduce an employee engagement model and link it to best practices in the industry. 
Explain how this model can be applied in housekeeping to improve employee engagement 
and job satisfaction. 
Provide examples of hotels or other organizations that have successfully implemented this 
model. 
Learning Outcomes: 
Understand the employee engagement model and how it relates to best practices in the 
industry. 
Know how to apply this model in housekeeping to improve employee engagement and job 
satisfaction. 
Be aware of hotels or organizations that have successfully implemented this model. 
Assessment: 
Assessment will be based on the team's ability to apply the employee engagement model in 
their daily work routine to improve employee engagement and job satisfaction. 
This can be evaluated through observation during daily work routines, as well as any 
additional training or coaching sessions required to address areas that require improvement. 

 

  

 

 

 

  



References 

Dev, C.S., Hamilton, R. and Rust, R. (2017). Hotel Brand Standards: How to Pick the Right 

Amenities for Your Property. vtechworks.lib.vt.edu. [online] Available at: 

http://hdl.handle.net/10919/81831 [Accessed 23 Feb. 2023]. 

Fivizzani, K.P. (2005). The evolution of chemical safety training. Chemical Health and 

Safety, 12(6), pp.11–15. doi:https://doi.org/10.1016/j.chs.2005.08.005. 

Geldart, S., Smith, C.A., Shannon, H.S. and Lohfeld, L. (2010). Organizational practices and 

workplace health and safety: A cross-sectional study in manufacturing companies. Safety 

Science, 48(5), pp.562–569. doi:https://doi.org/10.1016/j.ssci.2010.01.004. 

Jonathan, G.K. and Mbogo, R.W. (2016). Maintaining Health and Safety at Workplace: 

Employee and Employer’s Role in Ensuring a Safe Working Environment. Journal of 

Education and Practice, [online] 7(29), pp.1–7. Available at: 

https://eric.ed.gov/?id=EJ1118861. 

Kohli, R. and Mittal, K.L. (2018). Developments in Surface Contamination and Cleaning: 

Applications of Cleaning Techniques: Volume 11. [online] Google Books. Elsevier. Available 

at: 

https://books.google.co.uk/books?hl=en&lr=&id=jHx8DwAAQBAJ&oi=fnd&pg=PP1&dq=

cleaning+techniques&ots=-

1ATrZqV5z&sig=0J6AiJCJeCVB3ydUbIfhTbjRW3s&redir_esc=y#v=onepage&q=cleaning

%20techniques&f=false [Accessed 23 Feb. 2023]. 

Lay, A.M., Saunders, R., Lifshen, M., Breslin, C., LaMontagne, A., Tompa, E. and Smith, P. 

(2015). Individual, occupational, and workplace correlates of occupational health and safety 

vulnerability in a sample of Canadian workers. American Journal of Industrial Medicine, 

59(2), pp.119–128. doi:https://doi.org/10.1002/ajim.22535. 

Nath, N.D., Behzadan, A.H. and Paal, S.G. (2020). Deep learning for site safety: Real-time 

detection of personal protective equipment. Automation in Construction, 112, p.103085. 

doi:https://doi.org/10.1016/j.autcon.2020.103085. 

Reddy, S.C., Valderrama, A.L. and Kuhar, D.T. (2019). Improving the Use of Personal 

Protective Equipment: Applying Lessons Learned. Clinical Infectious Diseases, [online] 

69(Supplement_3), pp.S165–S170. doi:https://doi.org/10.1093/cid/ciz619. 

Siguaw, J.A. and Enz, C.A. (1999). Best Practices in Hotel Operations. Cornell Hotel and 

Restaurant Administration Quarterly, 40(6), pp.42–53. 

doi:https://doi.org/10.1177/001088049904000616. 



Whysall, Z., Haslam, C. and Haslam, R. (2006). Implementing health and safety interventions 

in the workplace: An exploratory study. International Journal of Industrial Ergonomics, 

36(9), pp.809–818. doi:https://doi.org/10.1016/j.ergon.2006.06.007. 

 

 


