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What are the key skills required when working in the housekeeping team? 
-Student Journal-



The reputation and image of the hotel are, in the end, the consequence of the housekeeping department's painstaking work to ensure that everything is in the appropriate spot. The housekeeping department's efforts to keep the hotel clean and to ensure that the atmosphere within the hotel is one of comfort and elegance are primarily responsible for the hotel's reputation and image, both of which have been gained by the hotel as a result of those efforts. In a significant way, the earnings of a hotel are determined not only by the quality of the services and amenities that a guest can enjoy during his or her stay in the hotel but also by the dedication of the staff from different departments of the hotel, particularly the housekeeping department, to provide their hotel guests with the best service possible to make their stay as pleasant as it possibly can be (Olimovich, Bakhtiyorovich, and Salimovna, 2020). In other words, the quality of the services and amenities that a guest can enjoy during their stay in the hotel is only one factor; to put it another way, the location of a hotel is the primary factor determining its revenue.
To carry out their responsibilities effectively, a housekeeper needs to acquire skills related to housekeeping. After a short interview with couple of employers working in housekeeping department, I could create a list of skills that professional housekeepers typically possess:
Time Management Skills
Housekeepers have a set number of tasks that they are required to perform daily. Although they often operate independently, there are times when they must coordinate their efforts with a small group of other housekeepers. Housekeepers need a range of key talents, including the ability to manage time and adhere to a schedule to guarantee that all cleanings are finished on time and meet the standards set out by the employer (Marsh and Munyard, 2016). In addition, they are required to show up promptly for the scheduled cleaning sessions and do the cleaning within the allotted amount of time that the customer specified.
Attention to Detail
If they want to be successful in their work, housekeepers need to have an unwavering attention to detail, right down to the least aspects. To successfully perform their jobs, which involve arranging a range of household objects and ensuring that floors and windows are streak-free, these specialists in the cleaning sector need to have an excellent eye for detail (Clarke, Robinson, and Mayo, 2018). If a housekeeper approaches their responsibilities with attention to detail, they will be more productive in their line of work.
Communication Skills
Housekeepers must always keep lines of communication open with customers, co-workers, and management to guarantee that the specific cleaning requirements for each task are fully comprehended. A housekeeper runs the risk of not completing a particular work or leaving out essential components if they do not possess outstanding communication abilities. This puts the housekeeper in jeopardy.
Interpersonal Skills
Housekeepers who wish to be successful in their field of work must collaborate effectively with their fellow employees and maintain continual interaction with customers. Dependability, cooperation, and accountability are some of the interpersonal skills that housekeepers need to have to carry out their jobs effectively (Pai, 2020).
Flexibility
As the day progresses, the schedules of many housekeepers need to be adjusted to accommodate their customers' requirements. If a housekeeper oversees cleaning an office building, for example, it is quite probable that they will be required to wait to begin their work until all employees have left the premises for the day (Strömmer, 2020). This is because it is safer for them to clean the building after everyone has left. Also, some housekeepers must perform late-night or early morning shifts for extended periods. When a housekeeper can multitask can increase his chances of being hired for additional duties and her potential earnings.
Customer Service
Housekeepers must have excellent customer service abilities if they want to further their careers and be successful. This is because their employment is contingent upon the client's approval; as a result, ensuring that clients are satisfied with a housekeeper's work is essential for achieving success in this line of work.
Conclusion
The department in charge of housekeeping is considered the most significant department in the hotel. The reasoning for this remark is straightforward: reservationists, front desk workers, and hotel sales teams would have nothing to market if cleaning did not maintain the rooms immaculate. It would be best to have a backup plan in case the backup does not work correctly. It does not take much creativity to picture the filthy condition that would prevail throughout the various areas of the hotel if they were not cleaned consistently or at least once every few hours.
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Component Two:
In this scenario – You have just been promoted to team leader for a floor within the hotel. A guest complained 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?
 

	Room had not been professionally cleaned. There are no other rooms available. 
 
 
	 Guest was disappointed and refuse to check in this room.
	 Ask Food & Beverage department to serve the client with a coffee while a housekeeper is cleaning the room.
	 I will ask an old housekeeper with experience to check the rooms before check-in time.
	 Ad appropriate training and hire more personal so that will be two housekeepers per room.

	 Bathroom had not been professionally cleaned.
 
 
	 Guest come to front desk and report the problem and asked to be cleaned during the dinner time.
	 While guest is having his dinner put housekeeping to clean the bathroom and also live a card with apologies.
	 Designate a supervisor to check the bathrooms.
	 Offer training once at 3 months and inspect the rooms aleatory.

	 Sheets had stains.
 
 
	 Guest asked the housekeeping to remove the sheets and put appropriate ones.
	 Ask to remove the sheets and ad clean ones, also add a discount for guests.
	 Verify all the sheets before using them.
	 Train the laundry team.

	 
 The guest find dust in wardrobe.
 
	 Guest was affected and asked the room to be changed.
	 Prepare a clean room and offer to clean the guest clothes during the stay. 
	 Adding proper dusting equipment. 
	 Offer training to all housekeepers.

	 
 The room had not been vacuumed.
 
	 Guest complained to the front desk manager and avoided to stay in the room.
	 Offer the guest a free meal and clean properly the room.
	 Inspect the vacuums and clean them or replace.
	 Verify all rooms before handling the keys.


 
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: Hello and welcome to you all. My name is Andreea and today I will offer you a training. Why is training required? Because we need to understand the methods, to gain more knowledge, to become competent, to produce best safe practice, to protect operatives and to promote quality in our hotel.
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	Training Notes: Housekeeping is a department responsible of cleaning and remove unwanted substance: dirt, infectious, agents, impurities. Is important to keep all the necessary items in their place and use them appropriate. Housekeepers need to create a comfortable and attractive place for the guests. 
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	Training Notes: Our job is to prevent the spread of bacteria/viruses/infections and prevent the life of building, furniture. Is important to beat the spread of germs by disinfecting with appropriate substances. Our task is to remove all dust and dirt and DO NOT transfer them to other areas. The cleaning process must be efficient, use minimum equipment/ cleaning agents. 
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	Training Notes: Keep the noise low. Remove stains when they occur with correct methods. Take all safety precaution while cleaning. Clean from High area to low, from farthest and work towards the exit. Sweep before dusting.  Restore the surface to its original state. Remove the soil twithought harming the surface. Wash/dry/store the equipment after use. Stack cleaning agents neatly to oner side after each use. Live the working area neat and tidy.
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	Training Notes: We start by cleaning the surfaces. 
Sanitization is a process of cleaning certain surface and eliminate all bacteria that can affect human body. 
Disinfection is the process of cleaning while using chemical to destroy bacteria.
Both methods are mandatory in our hotels and frequently use. 
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	Training Notes: We have consumable products as: dusters, microfiber cloths, mop heads, trash bags, cleaning agents.
We supply the rooms with hygiene materials: maxi rolls, facial tissue, paper towel, hand wash, hand sanitizer.
We use tools as: cleaning brush, mophead and buckets, dustpan, caddy tray, janitorial trolley, glass cleaning tool, scrappers, toilet brush, spray bottles. 
There are few machines, but you will all be trained to use them: vacuum, scrubbing machine, high pressure washer, floor sweepers. 
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	Training Notes: we work with different cleaning agents and chemicals: acid, neutral, alkaline, degreasers. Please read the instruction from each substance before use and dilute them appropriate. 
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	Training Notes: is important to use all the equipment that we provide for your safety.
Use suitable PPE.
Apart from that you will need to wear the uniform: t-shirt with hotels logo, black/dark blue clean pants, appropriate shoes and keep the hair in a ponytail. Do not forget that you represent the image of our business. 
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	Training Notes: Control of substances hazardous to health is a set of regulations to protect workers and encourage them to work with specific substances and materials. 
Make sure you have enough room to make your work safe. Make sure your equipment is working. Wear gloves, eye protection if required, fallow manufacturers instruction, dilute as instructed, measure precisely, deal with spills.  
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	Training Notes: We provide instruction in each toilet with hand hygiene, is important to wash your hand frequently for at least 20 seconds.
Use suitable PPE for your own safety. Keep a friendly atmosphere, be helpful and nice with the guests and your colleagues. 
Secure chemicals safely. Never mix chemical agents together. 
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"The GHS system, part of Hazard
Communication Standard (HCS),
consists of nine symbols, or pictograms,
providing recognition of the hazards
associated with certain substances. Use
of eight of the nine are mandatory, the
exception being the environmental
pictogram ( Princeton University, 2016)."
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WHAT ELEMENTS
SHOULD WE
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= Surfaces
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= Sheets (Gov, 2023).
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WHAT IS
HOUSEKEEPING ?

"Housekeeping refers to the
regular cleaning and
maintenance of a workplace or
home. This can include tasks
such as cleaning, organizing,
and repairing. Housekeeping is a
necessary part of keeping a
workspace or home in good
condition (Mccarthy, 2022)."
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"Regardless of the type of hotel or
size of the hotel, the housekeeping
department should follow certain
basic principles in cleaning or basic
cleaning rules to follow in any kind
of cleaning activity, whatever the
nature of the surface, material, or
the soil.

The room attendants or room
maids must follow these cleaning
principles or cleaning rules in order
to consistently produce spotless
cleaning of the guest rooms and
public area without damaging the
surface or the area in which they
are cleaning ( Rajak, 2020)."
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PERSONAL
PROTECTIVE
EQUIPMENT

"Personal protective equipment
in housekeeping requires the
use of special clothing because
the potential harm that may
come from cleaning activities like
mopping, for example, or
chemical substances like bleach
cannot be ignored(Teigen,
2020)."
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"WHEN CHEMICALS ARE DISSOLVED IN WATER, THE

MIXTURE’S PH LEVEL CAN BECOME EITHER ACIDIC
OR BASIC(ULAH, 2011)."
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EQUIPMENT
REQUIRED

Industrial Floor Cleaning Machines
and Equipment

Overall, cleaning equipment can be categorised into two
types:

- A Manual Equipment

- B. Mechanical Equipment (Duplex, 2016)
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"One well-trained, conscientious REMOVES REDUCES DESTROYS
housekeeper given the right tools a ‘
and enough time will prevent more
disease than a room full of doctors
can cure ( DARREL HICKS,
2012)."
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