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	There are some basic requirements that are needed in an individual while working in the housekeeping team. As a person from the housekeeping team has many responsibilities and needs to be accountable for many events and incidents, so one needs to have a lot of patience to become part of the housekeeping team. In terms of skills, he needs to have a very good communication skill so that he can communicate with both his employer and the hotel guests. Also, communication skill is a must in this occupation because the hierarchy needs to be maintained in the hospitality industry. For instance, the cleaner needs to update and needs to be responsible for the events that has occurred in his time and location of work to the manager and supervisor of the housekeeping team and then the manager needs to again report to the one above him in terms of work hierarchy (Wood, 2013). Moreover, without communication skill, one cannot contact with the guests properly and will not be able to meet their needs. Then team management skill is also very essential in this line of work because all the workers in the housekeeping team of a hotel need to work in cohesion. Otherwise, the work flow will not meet guest satisfaction. For instance, if there is no team management, then a housekeeper may not understand or know the place he is supposed to be assigned with and may work somewhere where cleaning has already been done for the day (A. et al., 2008). This kind of misunderstanding is very common in the hotel industry. Furthermore, the members of the housekeeping team need to be flexible and needs to have adaptive mentality because in the hotel industry different types of people come and different new incidents occur. So, one need to be mentally prepared to face the problems that might occur during work. The housekeeper team needs to keep in mind that they will be found responsible for any unwanted incident like problems with neatness, cleanliness, safety hazard etc. which are their responsibility (Robinson, 2020). The safety concern of the guests is a very serious issue in the hotel industry and this responsibility falls under the housekeeping team. So, they need to have the skill to give attention to every single detail. To illustrate, whether the fire alarm is working properly or not is a great matter of concern and it needs to be ensured without any mistake by the team. 
While working as an intern in the housekeeping team of the Central Park Residential Hotel, I learned that time management is another very important skill to attain (Collins, 2004). Whenever a task is given, the tasks are assigned in a way to ensure the cleanliness of the whole hotel, the foods get served on time and the hotel guests remain safe from any unwanted safety hazard while enjoying the service of the hotel. So, the rooms need to be cleaned before a guest checks in and also the safety protocols need to be maintained strictly to avoid any accident. 
In the future, when I will be working on a hotel or hospitality service as a part of the housekeeping team, I will be able to try my utmost to enrich these discussed skills. Even though it will be difficult for me to maintain my duties while keeping the skills in mind, I think I will be able to become good in housekeeping, supervising and in fulfilling other duties with time and effort to gain the skills (Firth, 2021). I was able to learn there while completing a task and realised how all of us are depended on each other. 
This topic is very important and contemporary as the reputation of a hotel in the hospitality industry completely depends on the satisfaction of the guests and guests only become satisfied and loyal when they find the hotel room clean, proper and appropriate behaviour from the housekeepers. So, it is very necessary for the housekeepers to work proficiently while keeping a good relation with other colleagues. Maintaining the skills while serving the guests is a bit complicated but doable. 
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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?


	A massive communication problem is visible in this problem.


	The communication problem occurred due to not being able to distribute the works of the floor properly among the cleaners. 
	As a team leader, I will call over all the floor cleaners and make tell them about the mistake that has been made and will warn them that this kind of activity may cause serious harm to them personal and cause damage to the reputation of the hotel as well. 
	I will prevent this from happening in the future by enabling positive and negative reward among the cleaners so that they become more conscious in maintaining the communication with each other and does not miss any place to clean. 
	To improve the team effectiveness, I can arrange a daily short meeting and weekly long meeting to strengthen the communication among the cleaners and with the team leaders so that they can be properly aware of their responsibilities. 

	A problem with accountability has occurred in this situation. 


	The problem with taking accountability occurs when a cleaner think that the other ones will clean this room or area. This tendency of swapping and changing responsibilities often cause this kind of problems. 
	As a team leader, I will take the responsibility to apologize to the guests initially and I will also offer the guests with a better room. Then I will gather the floor cleaners and ask them to take accountability for their action. The cleaner in charge for that room will have to take extra care to those guests for the rest of their stay to ensure that the reputation of the hotel do not get damaged and the one responsible gets to pay for their deed with extra work to impress that guest. 
	By using one incident as an example, I can teach other cleaners that they should not do anything that leads to the dissatisfaction of the guests. I will also tell them about individual accountability and how they need to be concerned about their actions.  
	To improve team effectiveness, I can set a goal for their work performance. For example, the guests ask for different facilities through calling the front desk and the cleaner who completes most of the facilities in a month can get rewarded and this way positive re-enforcement may work here.

	Time management problem also plays a role in this situation.


	As the cleaners need to clean large amount of areas in a limited time, there may arise some times when they can leave some places unclean while being in a hurry. For being allocated with a large space and short time, this type of problems can occur often. 
	As a team leader, I will allocate the tasks in a way so that a cleaner gets an amount of workload that he can handle in the given time. This way the work pressure will not influence the work performance and the productivity of work will also be fruitful. 
	If by decreasing the work pressure, the whole hotel area does not get covered, then I will have to recruit some more cleaners. The new cleaners will be trained beforehand so that this type of mistakes does not occur. 
	To improve team effectiveness, the cleaners can get competitive time allocation. For instance, the one who complete their task properly with the given time every day will be rewarded in the end of the month and the one who gets more mistake will be punished with negative reward. 

	Problem solving ability plays a crucial part in this situation.


	As the cleaners of the floor could not solve the problem immediately, this problem became an issue.
	As a team leader, I can ask the best cleaner of the floor to clean the room as the guest wishes. 
	By giving them advice in a meeting, I can influence them to not make the same mistake again. 
	Instead of giving individual lesson, I can give lesson to the whole team so that the cleaners become conscious about each other’s work performance as well. 




Component Three:
	The complaints about cleanliness is a very common and crucial problem. The problem with cleanliness in the hotel sector can damage the brand quality. The bed sheets, curtains, bed covers, pillow covers, comforter all these are often left with stain marks and so needs to be washed cautiously so that the guests do not feel uncomfortable (A. et al., 2008). Also, these materials need to be changed after some months to avoid any bacterial infection.

	Training Notes: According to the Zinger model, the housekeeping team needs to recognize the problems that are responsible for so many complaints about cleanliness. 

	The air conditioners often stop working and it is often complained by the guests. The air conditioners require monthly servicing and needs to be thoroughly checked if a guest complains. However, it is better to change the required instruments and the basic instructions need to be maintained. The maintenance of the air conditioners needs to be facilitated for better performance of the AC.

	Training Notes: The housekeeping team need to connect themselves with work so that they can identify the problems and often solve the problem even before problem arises. 

	The guests often complain about that they think the housekeepers clean the room when they are not present in the room. The housekeeper team need to be aware that they need to clean the room only when the guests are present in the room (Collins, 2004). Otherwise, it creates safety issue and if the guests file a complaint saying something is missing from their room, the housekeeping team will be blamed for the issue.

	Training Notes: The housekeeping team needs to maintain safety and confidentiality. They need to maintain the privacy of the guests. They need to have accountability for their actions. 

	Recently, there has been different complains about having lots of mosquitos in the hotel rooms. The housekeeping team needs to give immediate reaction to this problem by spraying mosquito killing sprays. However, for long-term solution, they need to find the unclean water sources around and inside the hotel to find from where the mosquitos are being born to eradicate this problem.

	Training Notes: The housekeeping team need to be observant and needs to look for the source patiently to solve this problem. 

	The guests often face the problem of finding housekeepers instantly. Sometimes after they have called for a housekeeper in the front desk, the housekeeper takes a long time to respond or to come. This creates a bad impression to the guests (Firth, 2021). So, the housekeeping team needs to work quickly in deciding which member to send and needs to send him immediately for guest satisfaction.

	Training Notes: The housekeeping team needs to have proper time management skill and needs to be quick and efficient in completing the tasks. According to Zinger model, the housekeeping team needs to be connected and engaged with the works and other colleagues.



	There has been a complaint about finding insects in the hotel room. Though it does not happen often, it is a good habit to solve this type of problem before it becomes a regular problem. Because most of the time, this type of problem gives the guest the impression of the hotel being unhygienic. So, there should be monthly internal inspection for this insect problem. It is better to prevent this kind of problem even before it starts. The best way to keep the insects away is to keep everything clean and hygienic.

	Training Notes: Keep everything clean to avoid insect infestation. The housekeeping team needs to work together and also needs to be accountable for their choices while working. 

	The cleanliness of the washrooms is very important in hotel and hospitality sector. The items that are given for one-day usage need to be refilled every day; like toothbrush, shampoo, toothpaste etc. On the other hand, the shower towel, hand towel needs to be cleaned every day. The washroom needs to be kept clean to keep them bacteria free (Robinson, 2020). Extra toilet papers need to be kept in the room and need to be provided whenever needed. 

	Training Notes: The housekeeping team need to keep the cleanliness of washroom as one of the most important matters among their tasks. They need to recognize this as part of their responsibility. The cleaning of washroom needs to be always included in cleaning the rooms.

	There can be complaints about the safety hazard equipment by the guest and the mistakes regarding safety concern needs to be avoided. The fire alarm needs to be kept in check. Also, the fire extinguisher needs to be checked at least monthly to ensure that this equipment will be able to provide support during any fire related safety hazard. Because sometimes it can be seen that the fire extinguishers kept beside the rooms are not usable. As unwanted situation does not come with a warning, it is better to keep these items checked. Even a single incident regarding safety can ruin the brand image of a hotel in the competitive hospitality sector. 

	Training Notes: The housekeeper team needs to be engaged with their work responsibilities and only then they will be able to fulfil the duties ensuring that these emergency equipment are usable. 

	There is sometimes behaviour problem of the housekeeping team. Often generally it is heard that the housekeepers are not very responsive. For instance, a guest asked for an extra pair of shoe wear and the housekeeper did not say anything in response and did not give him the shoe either. If the policy of the hotel does not have the option to provide a shoe, then he should have said it with a proper apology. Also, sometimes when the housekeepers are scolded at by the guests for some mistakes, the housekeepers are seen exchanging harsh words as well; which is not professional. Instead, in these types of situation, avoiding the problem with an apology is a good choice if the situation is not critical.

	Training Notes: The housekeeper team needs to be connected to the guests through their behaviour and work performance. As the guests are the assets of the hotel industry, so the behaviour of the housekeeping team with them needs to be professional. 

	The housekeeping team need to be flexible and need to have problem solving ability to tackle any kind of complaint from the guests. They need to be prepared for every possible complaint. Sometimes they will have to clean the same place twice for the satisfaction of the specific guests (Wood, 2013). They need to accept that they might need to come to work on a off day for emergency. Also, they need to accept that they might need to work overtime even after not making any mistake in their work.

	Training Notes: The work of the housekeeping team requires dedication and patience. By connecting and engaging with work, one can meet their desired goal.
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