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Action Plan

Problem
The issue is regarding an unsatisfied guest by the cleanliness in the room on their arrival which was at first stated at the hotel reception.

Why did it happen? 
One guest of the hotel have been checking in within their reservation and received their room at the first floor of the hotel. After a short period of time after the guests arrival he will come downstairs to the reception to complain about the cleanliness in the room as there were found liquid stains on the carpets and in some areas of the room there was a significant amount of dust which was not cleaned properly. However usually the complaints about cleanliness come in a hotel regarding the bathroom, this time the issues were only in the bedroom.

What are you going to do? 
As the leader I need to go and check the how dirty the room is and see exactly what is the guest complaining about in order to prove professionalism and implication but also show that the guest can count on the hotels the employees in order to find the solution for their problems anytime. 
After stating the problem and see where the issues were, the hotel guest will receive an upgraded room somewhere else in the hotel so the upgrades are approved of the fact that the hotel is always paying back to their guests if there is a mistake done.
After assuring that the hotel guest is satisfied with its new room and with our solution, as a team leader I will go to ask one of the department members to clean properly the room and ensure the fact that everything is at the highest standards as the hotel imposes. Having a constructive conversation upon how important the cleanliness is for our hotel is compulsory and for this reason all the department members are asked to come in a conference room where they will be trained further by myself in order to reassured that everything is clear for them and they respect all the safety and hygiene rules in order to generate satisfaction among the hotel guests.

How will you prevent this happening to you in the future ? 
In order to prevent this happening within the cleanliness replacement in the future,, me as a team leader we’ll check all the rooms after the cleaning process is done in order to make sure everything is as clean as possible and meet the high standards of the hotel. Another thing that I will do is to train every employee and supervise them whether it is necessary or not but it is on desperate decision in order to be sure that everyone is doing their job properly and we do not have to deal on a daily basis with unhappy guests based on the room cleanliness.
Processing these different kind of punishments whether the team members are not doing their jobs well would be another measure to be taken due to the fact that we cannot keep into our hotel people that are not dedicated and capable to deliver the high and the services they signed up for.

What measures would you introduce to improve team effectiveness?
First of all me as a team leader I will specify to each of the team members what are the hotels expectations and Priorities due to the fact that cleanliness is one of the most important aspects of the hotel is it plays a very significant role within the image of the hotel and for this reason the desired results will be announced regularly.
There will be measured the effectiveness of each of the team members and for this reason there will be created teams with specific roles for each member in order to be sure that they are not having too much to do and for this reason they are efficiency to be lower than The hotel is expect.
Good communication trust and flexibility will be another measure to be taken within the cleaning department of the hotel and for this reason I will have weekly meetings with my team members where I will empower them and give different type of tips in order to make them work more efficient and to feel valued and taken into account as human beings also not just as employees in the hotel.
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