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Housekeeping is a career where employees are required flexibility and versatility in order to keep everything and customers happy. Housekeepers need to be organised as they have to keep track of different jobs and tasks in order to have equipment and supplies organised. Housekeepers need to be able to stock their own cleaning trolleys and to be able to follow a cleaning schedule . Being able to split big tasks into smaller ones in order to be more manageable. 
Time management is also one of the most important skills, as housekeepers only have a set amount of time for each room to be spotless. They need to plan in advance and focus on being their best. 
The jobs can also involve some unpleasant tasks as well, so housekeepers need to be able to get over it fast and make the best out of a situation. A housekeeper should be able to inspect the room they have previously cleaned, as there is not always someone to supervise. Being thorough and attentive to detail is very important as well, to make sure that everything is as tidy and clean as it can be. Very often there are spots that are usually missed or considered not as important, like inside of lamps, behind  television, bed frames, so housekeepers should have their eyes formed for such details and be able to go the extra mile. The housekeeping team needs to be trustworthy and reliable as they learn private information about customers or find valuable items left behind in the rooms that need cleaning. They need to show up on time and date of their shift so they do not put a strain on their colleagues or ruin the operations for the day. Housekeeping staff must be able to follow information closely and actively and be confident enough to ask questions about their workload. They should be able to work well on their own as the job itself requires more lone working but, they need to be good team players as well and help each other in difficult scenarios. Physical flexibility and strength are required, as housekeeping can involve a lot of heavy lifting like rearranging furniture or dragging equipment . Other tasks may require stretching and bending as well. Waste management is a necessary part of housekeeping and knowing how and where to dispose of it correctly. Having knowledge about laundry care is essential, as housekeepers are usually responsible of washing, sorting garments, reading fabric care symbols, recognising settings and how to operate a washing machine and a dryer. A strong stomach is a must, as housekeepers are sometimes needed to clean bodily fluids. Housekeepers need to be able to stock supplies, keep the rooms stocked with fresh linen and extra towels, toiletries but, also to keep their own supply closets and storage areas stocked in order to have what they need to complete their jobs. Being able to follow safety procedures is a must, especially ones that are related to cleaning chemicals or other materials that can be dangerous to health of others or their own. This may also help in reducing the accidents and incidents at work by following correct safety protocols. Flexibility is a major requirement, as housekeepers may need to change their schedules if an event or meeting takes place. As housekeepers often interact with guests, they need good customers service skills , in order to provide excellent service and ensure that the customer is satisfied. A good work ethic means that employees are willing to learn new skills and take initiatives as this helps in completing tasks on time and maintain a positive attitude. Guest service skills that include smiling, being friendly and greeting guests are also needed. A housekeeper needs to be able to multitask in order to complete their jobs on time and keep customers satisfied. A hotel housekeeper needs to be determined and persistent as the job may require them to clean an item or surface multiple times. The anility to remain calm and be patient in a stressful situation would help to resolve and prevent a conflict. Housekeeping staff also need to be loyal to their employers and the brand and make sure they represent it well even outside work. The appearance of a housekeeper needs to be clean and tidy but, also appear confident and able so the customers know they are in safe hands. The job of a housekeeper is very hard and requires lots of practice and patience. They need to love what they do in order to be able to provide excellent customer satisfaction. 
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – You have just been promoted to team leader for a floor within the hotel. A guest complains 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 not being clean on guest arrival.

	-property management system might have had faults when checking the room on the software
	- apologise for the mistake and admit to the fault
	- make sure to have enough staff on each shift so jobs will be finished on time
	- hold weekly meetings to inform and support staff

	


	- miscommunication taking place between housekeeping staff and front of house
	- try to check the guest in another room if available
	- make sure staff are more reliable and communicate better with each other
	- offer incentives to determine staff to work harder and more efficient

	


	- staff shortages
	- if no other room available, go and clean the room yourself or any other staff on duty
	- offer extra training for staff
	- hold quarterly revisions to review each member of staff

	


	- staff not reliable and not turning into work
	- offer compensation like free drinks or free breakfast for the extra wait
	-make sure to update your software regularly
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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: First of all we want to hear likes and dislikes and always be prepared to offer feedback to the manager about the operations that take place in the hotel. We are a reputable hotel and we wish to maintain and grow our standards and keep customers satisfied at all times. We have been having quite a few complaints lately and we wish to resolve them and make sure they will not happen again the future. This is why I put together this presentation, so you can make your voices heard but also, to make you aware of the changes that will happen in the near future.
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	Training Notes: We wish to be a company where you are proud to work at and also we wish you to be able to represent it well in and outside work. We wish to keep our staff working for us indefinite, despite of other job opportunities, that is why we will offer a range of incentives and changes to your workplace. For these incentives, you will need to provide us with your best work at all time, show up for shifts on time, make sure you do not put a strain on your colleagues and be more efficient with your tasks.
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	Training Notes: We do realise that work is a big part of your lives, that is why we are trying to provide a suitable environment for our employees to feel valuable and appreciated. New measures will be set in place to make jobs easier and to provide excellent customer service. We need you to be more involved in the workplace and to use more initiative as we all are a team and a rupture in the chain can cause errors.
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	Training Notes: In order for you to beneficiate from our rewards, we need to beneficiate from your effectiveness as well. Incentives will be paid annually, depending on the quality rating of the hotel. If the hotel will be improving, there will be a 20% raise, that will take place twice a year, as long as the hotel maintains it’s standards. Also, there will be career development plans in place, so you can grow in the company and achieve better paying jobs which also include more responsibilities. Mentorship programmes will also be available to those who are not sure of their abilities and require a push In the right direction.
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	Training Notes: Thrust is the most important in the workplace, so we need to communicate our wants. Whenever you fell that you can do more and get bored by your set tasks, you can ask for extra ones to keep you on top of your game at all times. These, of course, will be offered with an increase of pay and growth within the company. We want you to always learn something new and be confident enough to ask questions or give feedback.
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	Training Notes: We offer lots of extensive training but you also need to learn how to create a risk assessment in your mind, before starting a difficult task. If you are not confident enough, just ask for help. All safety measures and protocols need to be kept in place and respected by all, because they have been put in place to maintain safety at work for employees and guests. Our safe workplace must be kept by everyone so you need to alert managers about any breaches, weather made by staff or guests. 
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	Training Notes: Our company is equal and diverse and we encourage change. No matter what age, race and sex you are, we all deserve recognition for our work and we can all speak up anytime. You can grow in the company as you complete more training, incentives and rewards being given to staff who do so. Your personality is very important in your job role, so if you feel that you do not belong, we offer mentorship programmes so you can try different positions in the hotel and give you the opportunity to find a better path that suits you.
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	Training Notes: Communication is the key to an excellent business, so we need you to be clear and concise at all times. We need better communication between housekeeping and front of house staff. Staff sickness levels need improving as well and we will put a 2 hour rule in place where you need to call in on time so we can find cover in good time. Not calling in sick at all will be noted and if the issue keep happening 3 times, you will be assessed and reviewed. This is not a punishment but, every time this happens, it puts a strain on your colleagues and non-satisfied customers. There will always be support in the company, wherever a real problem exists, as long as you let us know about it. 
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	Training Notes: Our Property Management System will be changing from next month, each and everyone of you having an online training to be completed and also mentorship from your managers. Lots of practise will take place as well, and you will have the opportunity to ask and learn. The new system will make it easier for communication between staff to take place and will be faster in check-ins. It will also change room availability in real time and organise your tasks to make it easier for the managers. As it takes a bit of a strain of the managers, they will have more time to support and teach and also listen to your opinions. 
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	Training Notes: I hope this was a pleasant presentation of the future events that will take place in the future and it will make it a more appealing work place. Happy employees make a business grand. 
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