	 
[image: ]
“Component One”
“What are the key skills required when working in the housekeeping team?”
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	Housekeeping is the operational department of the hotel organization which takes the responsibility for maintaining cleanliness, upkeeping guest rooms, cleaning the surroundings of the overall hotel and many more (Casado, 2012). The housekeeping team has a huge role in maintaining the aesthetics of the hotel and providing better services and experiences to the customers. There are many skills that are required for the housekeeping team to provide excellent customer service and to remain effective at their job role. 
The key skills which I have developed while working as a housekeeper have been examined with the help of the reflective theory known as Kolb’s Experiential cycle. The model provides the four stages where an individual gains the learning experience from a particular situation or environment. It includes the steps like concrete experience, reflective observation, abstract conceptualization, and active experimentation (Stern and Powell, 2020). 
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Fig 1: “Kolb’s Experiential cycle”
Source (Simply Psychology, 2022)
Concrete experience: It is the stage where the individual encounters a new experience or interprets the existing experience in a new way from the situation (Stern and Powell, 2020). By applying this step to my learning experiences, I learned that to be an effective housekeeper every employee needs to acquire effective skills for delivering the best job. For instance, in the hotel chain Premier Inn of the UK, the housekeeping team must interact with a variety of guests daily while greeting them, answering their questions, understanding their requests and so on (Premier Inn, 2023). Not only that, but they also need to interact with the housekeeping team so that they can know if the staff have completed their job or need any help. To be effective in this role I have learned that the housekeeping team should have the key communication skills. Communication skills are the ability of an individual to convey and receive the message shared by the other person (Cottrell, 2019). I learned that communication is not only about speaking but also listening to the information that is being shared by other people. From this concrete experience, I learned that effective communication skills are required for the housekeeping team to manage interaction appropriately and politely with the guest and the team members. 
Reflective observation: It is the stage where an individual reflects on their gained experiences (Lehane, 2020). While working in the housekeeping team I learned that every employee has to manage a lot of work which includes daily cleaning activities, notifying the supervisor of many damages, inspecting the room to ensure safety and many more which tends to increase the work stress among the team members (Fallon and Rutherford, 2010). By reflecting on my experiences, I observed that to fulfil all the duties of the housekeeping team, the key skill which is required for them is time management skills. It is the skill where an individual gains the ability to organize and manage time for completing different activities (Cottrell, 2019). As the housekeeping team works in small groups or individually to complete the set of activities daily, they need to acquire effective time management skills for maintaining their work schedule, managing their time, arriving on time for cleaning rooms and completing all their duties without any delay. 
Abstract conceptualization: It is the stage where the individual concludes the gained experiences (Lehane, 2020). From my gained experiences I learned that communication and time management skills facilitate the housekeeping team to perform their job role in a better way and provide better experiences to the customers. However, I also learned that the housekeeping team should maintain detail-oriented skills. It is a skill which is important for the housekeeping team as it helps them to work accurately and pay close attention to details. The job of a housekeeper includes the organization of household objects, cleaning floors and windows and so on which needs attention to the minor details. Having detail-oriented skills will facilitate the whole housekeeping team to remain more professional in their job role while remaining consistent with their duties and responsibilities.
Active experimentation: It is the stage where the individual applies the learned experiences or newly created ideas into practice (Lehane, 2020). Skills like communication skills, time management skills and detail-oriented skills are the major skills that are important for the housekeeping team to fulfil their job role in a better way. The application of these skills will help the housekeeping team to increase their performance level. Communication skills will help them to manage effective interaction with the customer and the team members (Cottrell, 2019). On the other hand, time management skills will help them to complete their work without any delays and remain more organized. While detail-oriented skills help them to be experts in their job roles. All these skills are important in the hotel industry for maintaining the efficiency of the housekeeping department while providing quality services to the customers. 
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“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?”
 

	Improper room cleaning 
	This kind of problem emerges when the new employees have lower skills in maintaining the room cleanliness in a proper way
	 I will develop a housekeeping training program where learning sessions will be provided to the employees for developing their housekeeping skills 
	 The employees will be provided with an effective training program every month. This program will include physical activities and learning sessions on how the employees can clean the room properly. 
	 I will collect feedback from every customer based on the cleanliness of the room. The result will help me to identify the major gap that is faced by the team members in fulfilling their duty. They will be provided with eLearning sessions and practical classes from the senior employees. This will help me to increase the effectiveness of the team members

	Presence of hazardous substances like drain cleaning products, and disinfectants in the guest room  
	This problem arises due to the poor inspection of the room by the team members 
	I will help the housekeeping team to develop their detail-oriented skills through effective training sessions 
	I will integrate the Health and Safety Act of the UK with the business operation of the hotel company. The housekeeping team will be provided with a learning session based on the maintenance of safety in the guest rooms from any kind of harmful substances. They will also be provided with virtual learning sessions for developing their detail-oriented skills for inspecting the room in a better way in the coming future to avoid such kinds of issues. 
	I will communicate every day with the housekeeping team and guide them if they need any kind of help. I will also perform housekeeping audits and provide regular training to the employees

	Late arrival of the housekeeping team for a cleaning appointment
	This problem has arisen due to the lesser skills of the staff member in managing their work schedule
	I will support my housekeeping team in developing the time management skills
	Every housekeeping team will be provided with an effective learning and training program that will help them to manage their every duty within the stipulated time without any kind of delay in the work process.  
	The employees will be provided with basic training in setting reminders for their various tasks and creating a routine, checklist and daily planner. Also, they will be provided with eLearning activities where they can learn to manage their time for completing the larger work in an effective way. This will help me to improve the effectiveness of the whole team member in fulfilling their job role

	Lack of customer service 
 
 
	This problem can arise due to the lack of employee engagement 
	I will increase the team engagement of the housekeeping department by providing them with continuous development opportunities and cross-employee training for enhancing their skills level along with their engagement
	For avoiding such problems in the future, I will provide the housekeeping team with rewards, encourage interaction between the team members and focus more on continuous coaching and development of their required skills and knowledge    
	I will conduct employee surveys and gather valuable feedback from them based on the workplace requirement. I will provide weekly training sessions for 1 hour on how they can serve the customer in a better way. The team members will also work together with the senior and new employees, which will help me to improve the team engagement. This method will eventually help me to develop the skill level of the team member which will ultimately bring development in the customer service of the hotel company.

	Unfriendly staff  
 
	This problem can arise when the staff member misunderstands the customer's expectation  
	I will help the housekeeping team to develop their communication skills 
	To avoid this problem in the future, every staff member will be taught to communicate in a better way. They will be provided with training classes for developing their communication skills where they will be able to assist the guest in a better way
	 I will develop business communication workshops and seminars where the employees can enhance their communication skills. They will be provided with the opportunity to communicate with the senior professionals of the company and the employees from various hotels. This method will help the housekeeping team to develop their skills by learning to speak and listen to the messages that are being shared by the other individual.  


Table 1: “Action Plan for improvement of the housekeeping department”



“Component Three”
“Presentation” 
	Introduction  
The following presentation will provide information on the basic training that will be provided to improve the performance level of the housekeeping team of Hotel Trinity. Further, it will provide a discussion on the significance of brand standards and the employee engagement model to support the training presentation. The presentation will also include the health and safety procedures that will be integrated into the training. 
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	“Training Notes”
The housekeeping department of the Hotel Trinity should focus on the training session that will be provided in the presentation to improve their performance level and to provide better customer service.
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	“Importance of Brand Standards”
Brand standard is defined as the quick reference guide and set of rules that provide guidance and direction for the brand to remain consistent across its broad (Jones, 2010). The importance of the brand standard is that it helps the hotel organization build a positive relationship with the customers. A hotel company that has maintained brand standards by providing better customer service by interacting well with the guests, assisting them and more is more likely to maintain relationships with the customers. Another importance of the brand standard is that it helps the hotel company in building a positive brand image (Chung and Byrom, 2021). Hotel companies that have maintained the brand standard by providing the customer with amenities and loyalty programs, better housekeeping services, extraordinary design of the hotel rooms and more have a huge role in enhancing the brand image of the whole company. 
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	“Training Notes”
Every part of our operation, from cleaning guest rooms to maintaining public areas, must adhere to our brand standards. By doing this, we can offer an outstanding guest experience that will increase customer satisfaction.

	“Best Practice Industry example” 
Premier Inn is the largest hotel chain operating in the UK which operates under the hotel industry. The company was founded back in the year 1987 and serves five million customers every month (Whitbread PLC, 2023). The company has been successful in fostering best practices that are facilitating it to provide effective customer services while gaining a successful hold in the market. The hotel chain has always prioritized the needs of the customers. The company ensures that a high-quality standard is maintained in its product and services for its customers. Premier Inn has partnered with the Hypnos company to provide comfortable beds and pillows to customers (Anon, 2021). The company has also been recognized for maintaining cleanliness and hygiene standards as per the guest survey that was initiated by the company (Premier Inn, 2020). The hotel company provides industry-leading training and development programs for the effective development of every team member from its various departments. The Life Skill Academy is one of the programs where the housekeeping team is provided with a session on developing housekeeping skills (Anon, 2021). All these practices have helped the hotel company to gain a stronghold and at the same time provide the best services to the customers. 
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	“Training Notes”
The housekeeping department of Hotel Trinity can adopt the practices that have been adopted by the Premier Inn. This will help the department to increase the efficiency of the housekeeping team while serving the customer with better services and providing valuable experiences.  

	“Employee Engagement Model” 
The employee engagement model is the framework which helps the organization in keeping its employees engaged (Leiter and Bakker, 2010). The Zinger Model is the employee engagement model which provides four parts which are on the pyramid form for developing employee engagement. The bottom row includes the necessities of the employee like well-being, energy and leveraging strength (Ramakumar and Priyadarshini, 2021). The middle row includes uniting the company by developing meaningful workplace relationships and creating a culture of recognition. The top row includes boosting the performance of the employees and the top of the pyramid includes the achievement of results which is employee engagement. 
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	“Training Notes”
Our housekeeping department can adhere to this model in increasing employee engagement in the company. By applying this we will be able to build a motivated and competent workforce that will provide better customer service and the utmost satisfaction to every guest.  

	“Select”
The best method which can be selected from the Zinger employee engagement model includes the creation of a positive working environment, development and training programs and development of reward systems. A positive working environment can be created by facilitating effective communication processes among the employees and the top management leaders, implementing organizational policies where harassment and discrimination are avoided and so on (Pathiranage, 2019). The training and development facility will help the team members to improve their skills and ability that help them to be more engaged with the company. Also, the reward system like bonuses, incentives, employee benefits and more will help the company to create a motivated and engaging workforce.   
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	“Training Notes”
Every team member of our housekeeping department should be provided with these methods that will have been selected from the engagement model. With this, we will be able to increase employee engagement, which will be beneficial for the effective growth of the hotel company.                                      	


 
	 “Engage” 
The hotel company engages the employees by maintaining an effective communication process and upskilling them. The maintenance of effective communication enables every employee to share their ideas, provide feedback and report problems (Saks, 2022). This process provides them with the feeling of belonging and being listened to, which helps the hotel company in engaging the team members in a better way. The training programs developed in the hotel company provide the opportunity for the employees to progress in their specified field. This is also the other way that is used by the company to engage the team members. 
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	“Training Notes”
Our housekeeping department should focus on maintaining effective communication and developing the team members. Development of such areas is necessary for fostering effective teamwork for the betterment of the company. 

	“Develop”
Hotel Trinity can develop effective training for increasing employee engagement and fostering best practices in the company. The company can develop training and development programs for developing the ability and skill level of the housekeeping team. The program can include session training on housekeeping skills like cleaning skills, interacting with the customers, use of equipment and products, health, and safety skills and many more (Choy et al., 2021). The company can also develop a reward system by providing weekly incentives to the employees for completing the allocated task, providing recognition and more. 
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	“Training Notes”
Every housekeeping team should be attentive in the training session that will be provided by the company. The reward system should remain consistent for empowering and motivating the team members. This will help the company to develop a competent workforce that will help it to gain success in the longer run. 

	“Health and Safety Procedures”
The “Health and Safety at Work Act 1974” will be implemented in the training program of the hotel Trinity for following health and safety procedures (Rosemberg, 2020). Some of the health and safety procedures that are maintained in the housekeeping department include the following:
Clean up spills: The housekeeping team should be vigilant in cleaning up the spills immediately that are present in the hotel rooms, stairs, and hotel surroundings. This will avoid any kind of incident or injury that will be caused to the guest and the employees.   
Look for fire hazards: The housekeeping team is held responsible for chemical products that can become dangerous if they are not stored properly. They should be trained properly for identifying fire hazards and to store the flammable materials in a proper storing place to avoid any kind of ignition. 
Replacing cleaning tools that are damaged: The housekeeping staff should avoid using outdated and broken cleaning tools and supplies as this can raise safety risks. They should be provided with commercial-grade cleaning supplies to support their work process as it is designed for long-term use.
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	“Training Notes”
The housekeeping department should comply with the health and safety procedure of the hotel for developing a safe environment for every team member and guest.   
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“Cleaning Guest Rooms” 
Some of the proper ways for cleaning the guest room of Hotel Trinity include the following:
Ventilate the room: The housekeeping worker should ventilate the hotel room before the customer checks in and stays. This will maintain cleanliness by reducing the smell of musty or stale rooms. 
Change and restock bed linen and towels: The bed linen and towels of the hotel room should be replaced before the customer stays. A clean bed sheet, pillow covers, duvets and face cloth should be provided for the guest. 
Remove rubbish: The housekeeping team should remove the rubbish left by the previous guest and empty the bins and replace them with new bin liners. 
Proper dusting: The housekeeping team should dust the television, shelves, surfaces, and ceilings, and remove cobwebs that are present in the guest room before the customer arrives.                                       

Wipe and disinfect high-touch surfaces: The housekeeping team should wipe the doorknobs, baseboard and all the touch surfaces with disinfectant to maintain the proper cleanliness of the room.
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	“Training Notes”
The housekeeping team of our hotel should follow these ways in cleaning the room in a proper way. By applying this method, it will help the team to provide a safer room and better experiences to every guest.

	Summary
In the context of the information provided in the presentation, it can be concluded that effective training has a huge role in improving the performance level of the team members along with the whole company. As the housekeeping team are responsible for various duties it is essential to provide them with effective training that will help them to develop their skills and ability. Also, the company should focus on developing a reward system and building a positive working environment that will increase employee engagement. All these factors are necessary for the effective growth of the employees and the whole organization.
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