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[bookmark: _Toc127876593]“Introduction” 
Hotel operations cover all the enterprise necessary to control a hotel running and to distribute a better guest experience. There are some vital strategies to improve hotel operation as well as staff training, strategically applying programs to automate tasks and arrange information, authorizing employees to transport good guest experiences, and creating good interaction practices. The hotel facilities are defined as utilities or area nominating to facilitate an activity. The types of facilities which hotels provide will rely on the needs of its customer and the market division it addresses.
Hotel facility management is the field of hotel operation in which it is concerned with the execution and maintenance of facilities. It is defined to those implements and services which are focused in managing the safety and sustainability of hotels’ facilities. Safety and attractively have regularly been vital concerns for facilities management, securing that facilities are danger free and charming. In this article it aims and highlights the concept of Operation Hotel Facilities and classified key skills required when working in the Housekeeping team. Besides it mentioned training and some basic concepts of Housekeeping.
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	Component One:
What are the key skills required when working in the housekeeping team? 750 words (+/- 10%)
Contribution to Overall Module Assessment: 25%
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	Time management is very essential in the Hospitality industry because it helps me and my teammates as it gives clarity amongst my teammates and my working hours and shifts. It is also very essential for workers commuting or working Housekeeping skills are the capabilities that help me to do my job skillfully (Bridger, 2018).There is the familiar skills that help me to be a successful housekeeper:
· Time management 
· Communication skills 
· Interpersonal skills
· Flexibility
· Customer service skills 
Time Management: Whenever I work in an Oak tree Inn hotel as a housekeeping I have to manage time and energy to do everything and I feel stressed and find it hard to focus on time and things that matter to me the most. But with help of Time Management skills, helps me to use time wisely and stop wasting time (Cottrell, 2019). It helps me to be more productive and focused and leads me to grow the productivity of the Industry. Time management assists me with better planning strategies and developing strategies in which tasks are essential, like meetings, calendar management, task sequences, project plans, etc. which can help me to balance the course of the day and not to go off course.
g casually, because it provides workers to keep monitoring of their well-earned breaks and working time. Besides, tracking time and managing assist me to stay in charge of local labor laws. 
Communication skills: As a housekeeper in a hotel, I have to interact with various types of guests on a daily basis and initially it was hard for me to interact with them. Without my set of good communication skills, I have to overlook essential factors needed to complete a specific task and I must question the cleaning tasks to understand which is very important because of the poor communication skills I could not speak and was unable to explain things.  But I slowly started to improve my communication skills and it helps me a lot in understanding various tasks which I couldn't do before. Besides, it also enables me to build affinity with guests, build a positive overall guest experience, and resolve quarrels.
Communication skills in the Hospitality Industry are very essential because in Hospitality sector communication skills are very demanding to succeed. Good communication skills assist the hospitality industry in clearly and quickly understanding information. But bad communication skills will conduct irritation, annoyance, and anger. Superior Communication skills also assist to perform leadership in a sector that influences employees to work and definitely achieve organisatoional success.
Interpersonal skills: As being the housekeeper at Oak Inn Hotel my interpersonal skills were very poor I overload with anger and frustration easily and i was unable to impatient hothead which in result in its impact in low productivity in my teams and drop my self-confidence (Leiter and Bakker, 2010). But I slowly recover my interpersonal skills and this slowly it helps me in various ways as it assists me to perform my jobs better, teamwork, dependability and responsibility including it improves my self-confidence and communication skills to understand how to collaboratively make decisions, solve problems, and foster innovation.
The importance of Interpersonal skills in the Hospitality industry is very important because it communicates and works with individuals and groups in professional life. Better interpersonal skills will create good relationships and one can work well with others. It also helps the hospitality industry the capability to make good decisions and solve problems. 
Flexibility skills: As being Housekeeper of Oak Tree Inn Hotel lack of flexibility leads me to lack of productivity and difficulties to scheduled time for the staff members unable to demonstrate my respect for my staff (Mullins and Dossor, 2013). But as soon as I improve my flexibility it helps me to allow my staff to work flexibly, and convince them to complete their task in a faithful way. Besides it also helps me in time flexibility and manages my staff working hours at their convenience.
The importance of Flexibility in Hospitality sector is very essential because it gives hotel workers the opportunity to arrange their profession through part-time work, flexible scheduling and remote work bringing growth not only in a person's work-life balance but it also benefits the  organisation and its ability for resilience. It also helps in creating good bonds and being able to work well with others. Besides, it helps the housekeeper to work alternative hours every day based on a client’s needs and work flexibly.
Customer service skills: As the housekeeper of Oak Tree Inn Hotel my customer service was very weak and I was unable to enhance the amount of dedication to the customers besides customers were not satisfied and happy with my customer service skills. But as soon as I improve my customer service skills it helps me to serve excellent customer service capabilities to be successful in my career. Due to my excellent customer service, clients were happy with my work performance and impressed my employers that I have enhanced the amount of dedication in my work. 
Importance of Customer service skills in the Hospitality industry is very essential because whenever traveler books a hotel they first look at the customer service of the hotel in case if the hotel has bad customer service then travelers will not book that hotel and looks for another one so it is very important to improve the customer service in the Hospitality industry. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 




[bookmark: _Toc127876595]Component Two:

	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?
 

	Rooms not been cleaned properly 
 
 
	Due to the Coronavirus pandemic there's a shortage of housekeepers in the hotels and due to this shortage of housekeepers their flexibility has reduced and leads to the time management. It has been difficult for housekeepers to manage and clean the rooms in flexible time. So that is the reason why the rooms have not been cleaned properly.  And because of the late checkout of previous guests the room was not cleaned and at the same time housekeeping fails to collect the things that have been left by previous guests. Another reason is the fault of housekeeping due to lack of proper employee training and not using laundry services to clean the room properly forgetting to clean the small details like hairs in the bathroom and wash bin. Due to the bad housekeeping and poor housekeeping equipment the hotel’s room was not able to be cleaned properly.
	For this scenario I will convince the customer for the bad feedback and immediately I will shift the guest to another room which has already been cleaned and send the housekeeper to clean that dirty room as soon as possible. 
	To avoid this scenario I will upgrade my equipment like Laundry machines, vacuums, and floor polishers wear out over time and some modern technologies which will make housekeeping equipment outdated. I will regularly monitor the housekeeping staff to perform their task with efficiency and accuracy in which guests will enjoy the cleanliness they expect and deserve. Besides, I will use innovative cleaning products to sanitize and clean hotel rooms economically and efficiently.With the help of this innovative cleaning products and technological changes will improve my hotel’s housekeeping standards and train my staff to follow the familiar checklist and delivery equally clean the hotel rooms and general areas (Johnston and Shulver, 2012).Regular training leads my staff members how to utilize cleaning chemicals and equipment properly.And I will also improve the housekeeping service standard which will checklist guest satisfaction, expand cleaning efficiency and my hotel profits. 
	To improve my team effectiveness I will first improve my team's strength and weakness because knowing their strength and weakness is the backbone of producing an effective team. I will reward my employees and motivate them daily to work smart and flexible. Besides I will encourage my team to bring their all personality to work, I have to build a space to speak to all my teams. Being mindful and engaging are a powerful way to break down the work day and hearten perspective, creativity and calm (Rogers, 2008). I should encourage my teams to be their best personality to maintain their wellness and make a schedule for regular check in to assist my team with those goals and keep my teams on track. This is the superior way to create accountability and team support while encouraging some really healthy habits and help me to improve team effectiveness.
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	TRAINING AND SOME BASIC CONCEPT  OF
HOUSEKEEPING
[image: https://lh6.googleusercontent.com/vWw4xbP0jaZbA5t9G3dM3F3Z04r6Tlbwp-OKxeBd6nJZoGQULlZ3xj-9zXqgZbsClXgGL1lsyoXV4wQkY0QmdDOYYBw0Bt3QeO4qpECq_VVMUE7HLYACM0hEjFOn-Eb5Ih8nMgWEa2bwKldRmMcAFw]

	Training Notes: Content of training
[image: https://lh4.googleusercontent.com/siETm0zRu8FR-VgeLhjv9mTzk5-9Duqr743NZYPSKTbfIW_OuU3Ebsvw6eFtv_5E0BxZFWta3_vPybkYgtMljLpPSC1uLnD_FXxdiT41OqzH69cRfhzU2twlq-Vua2KKoJAtHNfWsoTusoEKGHd4Kg]

	·  Introduction of Housekeeping              
· Training Modules
· Cleaning and Technique
· Disinfection and Equipments
·  Uniform Requirement 
· Health and Safety
· Leaving the Property 
· Summary
· Benefits of Housekeeping    

	Training Notes: Unit 1 Introduction of Housekeeping 
[image: https://lh3.googleusercontent.com/-2AyKveh1fhMSf6EfhMqyVYFp3kgU09uHfmB4X9GAymibg6yUM5UIM9fAZplWXlKD1hmRlvipWydxHWE6RlMXKJi0l32SS44XobYPauK0VSajLcHS2ww-AJZm_gt3suR1EASx0lBt2TubuyoaFaHQQ]

	Housekeeping defines performing all the tasks including cleaning, maintaining and arrangement and running hotel or business property (Sharma et al., 2019)
Objectives of housekeeping
· To manage overall cleanliness of the hotel at all time
· To achieve cleanliness duties most systematically and productively
· To utilize the best quality, safe cleaning chemicals and equipment.
· To manage line and laundry
· To manage and care of fittings, furniture and furniture of hotel
· To keep the hotel with iconic interior decoration   

	Training Notes: Unit 2 Training modules 
[image: https://lh4.googleusercontent.com/HVMtL_U_5vjbdSF-oZVWH1Ajp8vrCNbxBnKIFOkQEKuVADRcPnnfStlEeYBRCQMF31ZsCVAmcuYHkvC_ckhA8SEM8n7Wi_Bcl8asSdDTPHdpCZaJQqHBnRYvyY_IEp2lQo8ZtEji3jQzOL0v_XMcrg]

	 Some hard skills required in housekeeping
· Window and glass cleaners
· Metal polishers
· Furniture polish 
· Bed making 
· Mopping
· Vacuuming
· Infection control
Some soft skill required in housekeeping  
· Time management 
· Attention to detail
· Communication skills 
· Interpersonal skills
· Flexibility
· Customer services
· Honesty
 Why this training requires
· To understand the method
· To gain knowledge
· To become competent
· Produce best/safe practice
· To present assets
· To protect the operative (Pai et al., 2020)

	Training Notes: Unit 3 Cleaning Techniques
[image: https://lh4.googleusercontent.com/DfmUkR9Hnne4b3R6rLyNC_byCBCqF5sbgEB2ALfgjKxbf-LQaC4k6toXnduviY0RMgIoUGWPSxANxy1QbyADTRx5YoYkBzdLb8Iba84eu0Q5dPTjUU9BSeRxLBqrQV2LqTnf-F4_ENHf4bnsb_qr6g]

	Cleaning is the process of removing unwanted particles such as Dirt Infectious Agents Impurities from an object or environment ( Routledge et al., 2012) 
Cleaning occurs in many different contexts, and uses many different methods
Importance of cleaning/ Housekeeping
· Cleaning is very important in our daily life our surrounding are   clean means we are keeping doctor away
· Cleaning/Housekeeper crew are heroes
· Cleaning/Housekeeping is one of the vital function on the hotel industry
· Cleaners manage the build clean, attractive and comfortable to the customer and create a friendly atmosphere.
    Why we required cleaning
· Cleaning prevent the spread of Bacteria and Viruses
· Cleaning prevent Infection
· Cleaning improves Appearance
· To maintain the life of Building/assets, furniture, fittings etc
· Cleaning will ensure the spread by regular disinfecting surfaces and objects with relevant chemicals and disinfectants
Main Factors of Cleaning 
· Corner 
· Hidden places
· Surfaces
· Hard to reach area
Dusting 
· Dusting has to be done orderly. Make sure to first clean the corners- From Top to Bottom
· Move the rag always straight, that dust falls on the floor.
Vacuuming 
· Begin in the back of the room and work towards the entrance 
· Always vacuum with a straight back
· Vacuuming under beds, sofas, tables,etc is important
· Make sure corners are clean as well
Mopping 
· Start making a square shaped from and continue with a flat “S” movement. 
· Start at the end of the room and work towards the door.
Laundry
· Check and clean built ins, ironing station, etc
· Clean washing and dryer machine(outside and inside,filter)
· Clean the sink and make it shiny
· Vacuum and mop floor at the end
Outdoor area
· Housekeeper jobs also include some of the outdoor areas and make sure you sweep and mop if necessary patios or decks and that you put all the patio furniture neatly and tidy (Thébaud et al., 2021).
Rubbish and Garbage 
· Check and cleanup the garbage area 
· Put garbage bin on the street if necessary 
· Check the collection day attached to the fridge or in the home guide and put the correct bins to the street,on the curb
· Otherwise, empty the bins and take the garbage to the shed.
 The bins in the kitchen and bathrooms must be kept clean inside and outside.

	Training Notes: Unit 4 Disinfection and Equipments
[image: https://lh6.googleusercontent.com/7nqwGKjSA3Tmmj9ylhhovhGorilO5lGBEInDaoWJHF1ewaiLZbaeNjczBBYoxCj8daAOvHLstO-bUwnI_IhPZ4r1Ni96LZgUcqBoe5lPEBRQ3WxAHdQvWV2O3NGkHYc_dno9KslJqbkir_-K14OjMw]


 
	 What is Disinfection
The process of cleaning something with a chemical in order to Destroy Bacteria.
Sanitization is the process of cleaning a certain area or surface in such a manner so that it is made Bacteria Free and elementally cleansed of all types of microbes and viruses that can infect the human and cause different kinds of disease (Singh et al., 2021).
 Things to be Consumables
· Sponges and scores
· Dusters and microfibers clothes
· Mop heads
· Trash bags
· Cleaning agents etc
Hygiene Materials 
· Maxi rolls 
· Toilet Rolls
· Facial tissue
· Multifold paper towel
· Hand wash soap
· Hand sanitizer
 Cleaning Equipments
· Mop head and buckets
· Spray bottles
· Glass cleaning tools
· Scrappers
· Cleaning Brushes

	Training Notes: Unit 5 Uniform Requirement 
[image: https://lh3.googleusercontent.com/pNuB0JN5QOMNg79Cc0hWPUS35VRR3qV6hShMpEMyi7U_KLzskRE-QBwfN6NeeETPKBNTns7pe7mHr6oBKTKp5pEawM4_bQ0a6_PtJGpUjt0B_YVrbj5amknNt6VQ7ULW747sRo8gN-Tbx064w7Qnig]

	Uniform is very essential for housekeeping and other department these includes:
· Clean T Shirt  
· Clean and tidy pants
· Closed and safe shoes
· Properly clean shave hair or Ponytail
Personal attitude
There is nothing more important than being proactive and being a proactive problem solver plan (Nimri et al., 2020).
· Plan the task 
· Be punctual
· Be prepared
· Be Flexible
· Emphasize with the guests and be polite act nicely and be helpful if there are any problems or concerns with a guest or clients please refer to Team leader or to the office   

	Training Notes: Unit 6 Health and Safety
[image: https://lh6.googleusercontent.com/R8xFyawnbEhwXYV8jqMBr5eA03atfMHS6I8WQauSUz_ByX6jnATeHKq2bBH1Rglj11sw91yKl0QW7pLOO_jEQx9jK9_VGu1buIWF4_1d64-cJvwhMiQ7_dBY7VfZcp5FixDMQNeWUfJ3YhYMJZLfAw]

	· Security means the actual working condition and the safety of all guests.
· Security concerns the measures for preventing fire, theft, and calamities.
 Chemical knowledge
Be aware which chemicals and what cleaning equipments you are using for which area of the property
Chemical Distribution
In general chemicals are cleaning equipment that need to be distributed to different areas of the property (Singh et al., 2021). It is essential to always separate your cleaning equipments by color ( rags, sponges, mops and towels)
Chemical safety
Also keep in mind your personal safety and never mix chemicals. Always remember your team leader's instructions and explanation of how to use a certain chemical.
Cleaning Agents/chemicals
· Acid chemicals
· Neutral chemical
· Alkaline chemicals
· Degreasers
  Personal protective equipments for Housekeeping 
· Head Protection
· Eye Protection
· Respiratory Protection
· Hand Protection
· Foot protection

	Training Notes: Unit 7 Leaving the Property 
[image: https://lh3.googleusercontent.com/zZCNW2P5B0R0XSDIeOgmxw1PJqqrDwHX_SrSwP1RwZSAxkfgtGoXyN-i2dvZo5sBZA_l-m-muNK-FFVMUJaMYOrvehrhWez2sE3w6Vw57FENkvI6-tY9jZzRmBFrrlRbf6wiZBh9itqCpTjsSSNvyg]

	Report damage or maintenance need
· Report Team leader if anything is broken like lights, machine, etc and write down the information in the cleaners’ notes session in the app (Penninga and Chibili, 2019).
Final cleanness check of the property
· Check if everything is clean
· Are all amenities displayed properly
Security check
· Turn off all light and air conditioning. Applicable to other appliance like fans, heater, etc)
· Lock all windows, doors and other entrances.
· Lock all windows, doors and other entrances 
· Keys (in property, lockbox, collected etc)
 Leaving 
· Do not forget any belongings in the property 
· Take all equipment and linen to the car.
· Check if your bucket is complete. Do not leave anything behind.
· Behave quietly, do not disturb the other guest
· Do not hang around the property without purpose
· Do not smoke etc    

	Training Notes: Unit 8 Summary
[image: https://lh4.googleusercontent.com/uR9lzLaPcmE8XItmxa0bjzEAiMeB7aYBLOtl1KgLP989lphXAq7Dm00GuAgCC6PYC4pjyYQbXXWkIJZ3HSDjIzDFspF3l3GOhIz4J29d-C1xX2Vig4XS5gnvzMoR6AYdJTcpf1KRL1vBeukdfWLmrw]

	 Housekeeping job is like a four legged chair which  includes 
· Good cleaning 
· Personal Appearance
· Presentation of property
· Paperwork
These are the four elements of service excellence. If one of these isn't done properly it's like pulling one leg of the chair out and naturally falling over.
Planning 
· Check the updated cleaning schedule on a daily basis
· Load car with required equipment and guest supplies
· Access the property (key, codes, parking etc)
· Use the app ( start , finish , upload pictures and notes)
· Hand in “Guest Feedback forms” to the office (Brazil et al., 2023).
Preparation 
· Take out all rubbish and dirty linen before starting clean
· Place cleaning equipments and guest supplies in the property
Bedroom
· Make up beds
· Place towels
· Tidy up, dust and vacuum.
Kitchen
· Empty dishwasher
· Carry out trash
· Clean kitchen
· Vacuum and mop
Bathroom
· Clean bathroom
· Vacuum and mop
· Provide guest supplies
General 
· Tidy up, dust, vacuum and mop
· Clean windows if necessary
 Presentation
· Final check of presentation of the property (inside and outside)
· Check if guest’s supplies are complete
Final Check
· Final security check
· Lock up property   

	Training Notes: Benefits of Housekeeping 
[image: https://lh5.googleusercontent.com/NXQKSex6vOcKgAAWq3Mbswra4U6vVOEOuV_OHzmwxzGnF4pnzgsgWq0eLiMlNEH6T2LLbaroxxtc-O6R3heh1UfygIXPQY7a1epk9rPVhK2BZmnVIDd5kwxmM_Ny18bI3Z2tukSySKB12kvJEyI5NA]
Effective housekeeping can assist to manage workplace hazards. Housekeeping is not only just cleanliness. It involves keeping the work area tidy and  orderly, managing floors and halls free of slide and trip hazards, and separating unwanted materials such as cardboard, paper etc and various fire hazards from the work area (Wang, 2023). It also includes paying attention to essential details like the design of the entire workplace, passage marking, the sufficiency of storage facilities, and managing. 
 Successful housekeeping results in
· Decrease handling to comfort  the flow of materials
· Reduced fire hazards
· Improved morale
· Good hygienic ways leading to better health
· Decrease property destruction by improving  precaution maintenance 
· Additional systematic equipment maintenance and cleanup
· Additional effectual use of space
· Less guardian work                             	




[bookmark: _Toc127876597]“Conclusion” 
In this report it aims and highlights the Operation Hotel Facilities in which how it cover and controls hotels to distribute better guest experience and applying hotel operation how it improved the hotel’s automate task and arrange information and create good interaction practices. Besides it also aims Hotel Facilities Management in which it defines those implements and services which are focused in managing the safety and sustainability of hotel’s facilities. It also discussed some vital skills required when working in the housekeeping team and with the help of these skills and theories how housekeepers can manage time, improved communication skills, improved Interpersonal skills and Flexibility. Lastly it mentioned about the housekeeping training modules and basic concept of Housekeeping with the help of this training modules procedure it will help the housekeepers to manage workplace hazards, improved morale, and decrease handling to comfort the flow of materials and decrease property destruction by improving precaution maintenance 
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Lock all windows, doors and other entrances
Keys(in property, lockbox, collected etc)

Do not forget any belongings in the property

Take all equipment and linen to the car.

Check if your bucket is complete. Do not leave anything behind.
Behave quietly, do not disturb the other guest

Do not hang around the property without purpose

Do not smoke etc

=
=
=
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Housekeeping job is like a four legged chair which includes

Good cleaning
Personal Appearance
Presentation of property
Paperwork

These are the four elements of service excellence. If one of these isn't done properly it's like pulling one leg of the
chair out and naturally falling over.

Planning

Check the updated cleaning schedule on a daily basis -
Load car with required equipment and guest supplies '5'.':""?’}-.‘:-_"';@"
Access the property (key, codes, parking etc)

Use the app ( start, finish , upload pictures and notes)

Hand in “Guest Feedback forms™to the office (Brazil et al., 2023).

Preparation

e Take out all rubbish and dirty linen before starting clean
e Place cleaning equipments and guest supplies in the property
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Effective housekeeping can assist to manage workplace hazards. Housekeeping is not only just cleanliness. It involves keeping the
work area tidy and orderly, managing floors and halls free of slide and trip hazards, and separating unwanted materials such as
cardboard, paper etc and various fire hazards from the work area (WWang, 2023). It also includes paying attention to essential details
like the design of the entire workplace passage marking, the sufficiency of storage facilities, and managing.

Successfulhousekeeping results in

Decrease handling to comfort the flow of materials

Reduced fire hazards

Improved morale

Good hygienic ways leading to better health

Decrease property destruction by improving precaution maintenance
Additional systematic equipment maintenance and cleanup
Additional effectual use of space

e Lessguardian work
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Introduction of Housekeeping
Training Modules

Cleaning and Technique
Disinfection and Equipments
Uniform Requirement

Health and Safety

Leaving the Property
Summary

Benefits of Housekeeping




