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Housekeeping Hard skills
Hard skills refer to the power or the ability to handle specific duties by use of hands or equipment (Purwanto, 2020). These skills can be gained through off-the-job training, on-the-job training, and vocational training. In housekeeping, hard skills revolve around hand skills and the use of tools and equipment to complete tasks around the hotel environment. Important hard skills that I have come to learn in housekeeping include window treatment cleaning, polishing, infection control in rooms, bathroom cleaning, bedroom cleaning, room vacuuming, deep cleaning, carpet cleaning and mopping. I have learned that customers' repeat purchases of hotel services are informed by the quality of cleaning within the rooms, hence the need for professional cleaning services. In my future role as a housekeeping manager, training hotel housekeepers on hard skills will help earn guests' approval on quality services.
Attention to details.
According to Stark (2013), guests have perceived service quality and expectations within the hotel environment, hence, the need for housekeepers to be keen on details. In other words, housekeepers are required to be detail-oriented to meet customer expectations within a hotel environment. The concept of attention to detail includes arranging household items and making sure that floors are spotless, windows are cleaned well, and cleaners remain professionals in their work (Stark, 2013). During this course, I have come to appreciate that housekeeping is a great determinant of a hotel's reputation, that is, informs customers' decisions to establish loyalty. In future, attention to detail will be a skill that I will promote in housekeeping to ensure that guests' perceived expectations are successfully met through quality cleaning services.
Time Management
According to Christian, et al. (2011), time management skills involve keeping time and working within the provided timeline. In a hotel environment, housekeepers can work in silos or teams to fulfil given mandates. Therefore, it is important to offer quality cleaning services within the required time. As Christian, et al. (2011) illustrates, time management skills help housekeepers avoid delays, adhere to clients' requests, and avoid inconveniences on ordered housekeeping services. To effectively manage time, housekeepers can have checklists in place or set timers and reminders for convenient operations. As a young hotel professional, I believe time management in housekeeping will help individuals or housekeeping teams focused on their mandate and in the most time plan.
Customer service
Customer service in a hotel environment refers to professional assistance that a guest is offered before, during and after a given service (Teng, 2019). Therefore, irrespective of interaction level, housekeepers must embrace customer service skills in their cleaning services. Given that work quality is determined by guests' approvals, housekeepers must integrate professionalism with customer skills to improve workplace performance and achieve guests' satisfaction. Some of the customer service skills that I have come to learn in this module include patience, self-control, effective communication and problem-solving. Integration of these skills in future practice will help seal customer loyalty.
Flexibility
While housekeepers may have scheduled working hours, it is also important that they remain flexible and adjust in other uncertain circumstances. According to Whiting and Symon (2020), workers in the hospitality environment need to be responsive to unplanned changes in daily routines. For instance, a change in a shift's timeline or schedule requires a responsive housekeeper to adhere to it and carry out the cleaning activity. As a prospecting manager, I have learned that an effective way of overcoming unseen circumstances in housekeeping and in the general workplace is through being flexible and responsive to situations. Therefore, the concept of flexibility will apply in stepping in for a colleague on request and in some cases working outside the normal hours.
Communication and interpersonal skills
Lastly, communication skills are unavoidable in the work environment in that it allows for the free flow of information. Some of the components of effective communication at the workplace include listening, emotional intelligence, body language and straight talking (Deveugele et al. 2005). As illustrated by Taraporn, Torat and Torat, (2014), communication skills help the workforce share common expectations and customer needs. On the other hand, a lack of effective communication skills can cause negligence and poor attention to detail. Interpersonal skills also go in line with communication skills in that they involve successfully initiating interactions or communication with customers. For instance, in hospitality, interpersonal skills can be used by an individual to promote teamwork, responsibility and dependability. Generally, I have come to know that hygiene attracts guests, and their loyalty is earned when there is effective communication.
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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 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?


	A guest has complained to the housekeeping department about the unsatisfactory state of their room. In other words, the room’s level of cleanliness does not match their expectations.

	Departmental miscommunication: There is unclear chain of command within the housekeeping department, therefore, duties are not assigned to specific individuals but teams. It is possible that failure to assign housekeepers to specific rooms could have resulted into poor cleaning service in the room.
	Apologise: Offering apology to the guests will be an immediate corrective measure to the current situation since it is a way to show good intention and concern to guests’ complaints
	Embrace effective communication: I would introduce training on effective communication among the housekeeping departmental members to help them in seamless sharing of information.
	Promote a teamwork approach in housekeeping such that housekeepers work in a coordinated manner.

	


	Budget constraints: Given the prevailing economic times, the hotel management through the housekeeping department could be cutting down on costs. This could have affected the purchase of cleaning equipment and other consumables
	Organise crisis meeting: As a floor housekeeping manager, I would call for a crisis meeting with housekeeping staff, communicate to them the complaint, and ask them about their work schedule. 
	Push for budget increase: It will be my role as a floor housekeeping manager to push for budget reform for the housekeeping department. Budget increased will allow the department to make adequate purchase of equipment and hotel housekeeping consumables.
	I will also improve effectiveness through granting team autonomy such that the housekeeping department will run on its own budget. 

	


	Poor cleaning services: It is possible that housekeepers are ignorant or negligent of their duties resulting to unclean rooms. This could be because of lack of commitment to job.
	Clean and supervise: 
Thirdly, I will organise with the team leader on how the room can be cleaned in a manner that meets guest’s expectations and hotel standards. I will also organise for cleaning and inspection of all the empty rooms to prevent future lapse in hygiene.
	Introduce housekeeping checklist: The checklist will enable housekeepers carry out all the activities in their lists without ignoring or forgetting vital details.
	Conduct a new training on hotel’s hygiene standards and housekeeping policies.

	


	Lack of supervision: A dirty room could have been because of zero supervision. While cleaners have the mandate and the responsibility to undertake thorough cleaning, it is also important for supervisors to monitor and check if cleaning services meet hotel’s housekeeping standards.
	Update the guest: I will also make it my personal responsibility to inform the guest about the action we have taken as a department and give assurance that it will never happen again.
	Introduce housekeeping supervisory role: Introduction of this post will help in keeping checks and balances on how housekeeper’s carryout their roles.
	Review and notify housekeepers on their roles and responsibilities through a clear job description.

	


	Understaffing: The current housekeeping staff could be few to cover all the room in the hotel. Therefore, some room could have been left out on assumption that they are clean.
	Introduce new policies: To prevent future complaints, I will seek to introduce new floor housekeeping management policies as a long-term solution.
	Introduce Periodic audits: These audits will check housekeepers’ commitment to their work and the effectiveness of the floor housekeeping policies.
	Promote networking among departmental members.
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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.

	
By the end of the following training, hotel housekeepers should be able to Understand the concept of housekeeping, learnt about housekeeping principles, gained knowledge on basic housekeeping skills, learnt about basic housekeeping skills, and appreciated housekeeping challenges. Additionally, the trainees are expected to learn about housekeeping best practices and how employee engagement can support them in their housekeeping roles. online assessment through the staff portal will be used to evaluate the outcome of the training.
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Training Notes:
According to Rutherford (2021), housekeeping refers to all duties involving cleaning, maintaining, and organising hotel premise. Housekeeping is important in a hotel business as it eliminates workplace hazards and make hotel environment habitable (Pongsiri, 2012). The housekeeping role is the responsibility of the housekeeping department which ensures cleaning standards and quality are met as illustrated by Pongsiri (2012).
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Training Notes:

	
Housekeeping is guided by 5 major principles which needs to be observed within the hotel environment. These principles include Organisation which relates to sorting and disposing items that are out of place (Occupational Safety and Health Council, 2023). Secondly, Neatness which entails locating and sorting items within the room in an orderly manner. Thirdly is Cleanliness which entails maintaining the general tidiness of rooms and equipment. Fourth, Standisation which involves promoting common standards in the hospitality services (Occupational Safety and Health Council, 2023). Lastly, Discipline where housekeepers diligently adhere to the housekeeping standards and policies (Occupational Safety and Health Council, 2023).
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Training Notes:

	Just like other professional careers, success in housekeeping is tied to both hard and soft skills. Some of the hard skills that housekeepers should embrace include vacuuming skills, dusting, mopping, deep cleaning, room disinfection and window treatment. Additionally, soft skills also play a vital role when housekeepers work with colleagues and guests. Some of the soft skills that housekeepers can acquire include interpersonal skills, collaboration, communications skills, and time management.
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	Housekeeping departments are often faced with challenges which in some cases leads to low quality housekeeping services that do not meet guests’ expectation. Some of the Contributors to low quality housekeeping services include Operational challenges affect service delivery through absenteeism among housekeepers. This contributes to poor housekeeping (Jaddoud, 2018). Secondly, Low staff engagement and high employee turnover which results from work burnout. Additionally, understaffing can also contribute to the hiring of inexperienced housekeepers (Li, 2020). Thirdly is Lack of inspections, that is, minimal follow-up from senior staff from housekeeping department also cause housekeeping negligence (Nichols, Swanberg, and Bright, 2016). Lastly is the Technological challenges where high cost of obtaining modern housekeeping technology contributes to poor housekeeping (Tyagi, and Zagade, 2015).


	[image: ]Training Notes:
	



	
Housekeepers can also overcome housekeeping challenges through embracing the use of checklist. This is a document that outlines roles, duties, and responsibilities of a personnel within a work environment (Aucamp, 2016). The aim of using a checklist in a hotel environment is to ensure that all areas are cleaned and all hazardous items are properly disposed (Aucamp, 2016). A checklist can benefit a hotel premise by ensuring that all floors are covered, ensuring hotel’s cleaning standards are met, can be used as an evidence of cleaning activity during the audit and helps in task prioritisation, that is, allowing housekeepers to start with urgent cleaning tasks.
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	Workplace engagement plays an important role in helping workers remain committed to their jobs and carry out their mandates in accordance with the outlined standards. The following presentation uses the Deloitte engagement model to show how housekeepers can be committed throughout their roles. The Deloitte model was developed by Deloitte Touche Tohmatsu Limited (Deloitte, 2016). The model emphasizes 5 elements of engagement and gives 4 strategies/actions in each element (Deloitte, 2016).
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The hotel management can use this model to support housekeepers and help them remain productive in their roles through different elements. The first element is the Meaningful Work where the organisation can hire qualified employees, avail the right tools, and give them the autonomy to do their work. Secondly, the Hands-on management entails Setting achievable goals and offering trainings to employees. Thirdly is Positive work environment, where the management can promote an inclusive environment by improving work life of employees . Fourthly, growth opportunities, that is, allowing employees to grow within the housekeeping department through promotion. Lastly is trust in leadership where the management offers inclusive leadership that inspires and unites employees ‌ (Pellikaan, 2021).
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Based on the model above, some of the best practices in housekeeping that can be promoted among housekeeping team include technological integration in housekeeping-safely use modern equipment. Secondly is efficient resource management which relates to allocation and effective distribution of resources to the workers ‌ (Sangheetha 2020). Thirdly is Inventory management which ensures regular replacement and repurchase of housekeeping consumables ‌(Sangheetha 2020). Lastly, maximised communication enables establishment and maintenance of communication lines among the team (Chaudhari, 2021).
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In summary, the training has defined housekeeping and looked into how adjustments can be made by housekeeping staff to meet guest’s satisfaction. Housekeeping entails all activities towards organising, cleaning and maintaining a hotel environment. Some of the major principles in housekeeping covered in this training include organising, neatness, cleanliness, standardisation, and discipline. Success in housekeeping considers both the hard and soft skills of the housekeepers. Housekeeping also faces numerous challenges and some of the housekeeping challenges identified include operational challenges, low staff engagement, lack of supervision and technological challenges. Lastly, some of the identified best practices in housekeeping include technological integration, resource management, inventory management and effective communication.
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             Introduction  What is housekeeping : All duties involving cleaning, maintaining and organising hotel premise (Rutherford, 2021).  Importance of housekeeping : important in workplace hazard elimination and make hotel environment habitable (Pongsiri, 2012).  The housekeeping department’s role is to ensure cleaning standards and quality are met (Pongsiri, 2012).   
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               Housekeeping Principles (5s) Observe the following standards in housekeeping:  Organisation : sort and dispose items that are out of place (Occupational Safety and Health Council, 2023).  Neatness : locate and sort items within the room in an orderly manner.  Cleanliness : Keep rooms and equipment tidy and in good condition.  Standisation : Promotion of uniform standard on the hospitality services(Occupational Safety and Health Council, 2023).  Discipline : Diligently adhere to the housekeeping standards and policies (Occupational Safety and Health Council, 2023).    
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             Basic Housekeeping Skills to Observe Hard skills  Vacuuming  Dusting  Mopping  Deep cleaning  Room disinfection and window treatment Soft skills  Interpersonal skills  Collaboration  Communication skills  Time management    
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          Housekeeping Challenges Contributors to low quality housekeeping services  Operational challenges : Such as absenteeism among housekeepers have contributed to poor housekeeping ( Jaddoud, 2018) .  Low staff engagement and high employee turnover : Burnout and understaffing can also contribute to the hiring of inexperienced housekeepers ( Li, 2020) .  Lack of inspections : Lack of follow - up from senior staff from housekeeping department also cause housekeeping negligence ( Nichols, Swanberg, and Bright, 2016) .  Technological challenges : high cost of obtaining modern housekeeping technology contributes to poor housekeeping (Tyagi, and Zagade, 2015).
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               The need for Housekeeping checklist  A checklist outlines roles, duties and responsibilities of a personnel within a work environment (Aucamp, 2016).  The aim of using a checklist in a hotel environment is to ensure that all areas are cleaned and all hazardous items are properly disposed (Aucamp, 2016). Importance of housekeeping checklists  Ensures all floors are covered.  Ensures hotel’s cleaning standards are met.  An evidence of cleaning activity during the audit.  Helps in task prioritisation, start with urgent cleaning tasks.   
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               Deloitte Engagement Model  The Deloitte model was developed by Deloitte Touche Tohmatsu Limited ( Deloitte, 2016) .  The model emphasises 5 elements of engagement and gives 4 strategies/actions in each element ( Deloitte, 2016) .    
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of employees (Pellikaan, 2021).

» Growth opportunitiesAllow employees to
grow within the housekeeping department
through promotion(Pellikaan, 2021).

» Trust in leadership- Offer inclusive leadership
that inspires and unites employeeqPellikaan,
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               Cont. Deloitte Engagement Model Elements of Engagement to be observed :  Meaningful Work - hire qualified employees, avail the right tools and give them the autonomy to do their work.  Hands - on management - Set achievable goals and offer trainings to employees ‌ ( Pellikaan, 2021).  Positive work environment - Promote an inclusive environment by supporting work life of employees ‌ ( Pellikaan, 2021).  Growth opportunities - Allow employees to grow within the housekeeping department through promotion ‌ ( Pellikaan, 2021).  Trust in leadership - Offer inclusive leadership that inspires and unites employees ‌ ( Pellikaan, 2021).    
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Best practices in house keeping

> Integrate technolo
housekeeping-safely use modern
equipment.

» Efficient resource management-
allocate and effectively distribute
resources to the workers(Sangheetha
2020).

>Inventory management- Ensure
%Jlar replacement and repurchase
ousekeeping
consumables(Sangheetha 2020).

» Maximise communication-Establish
and maintain a line of communication
among the team (Chaudhari, 2021).
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               Best practices in house keeping  Integrate technology in housekeeping - safely use modern equipment.  Efficient resource management - allocate and effectively distribute resources to the workers ‌ (Sangheetha 2020).  Inventory management - Ensure regular replacement and repurchase of housekeeping consumables ‌ (Sangheetha 2020).  Maximise communication - Establish and maintain a line of communication among the team (Chaudhari, 2021).    
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Conclusion

»Housekeeping entails all activities towards organising, cleaning and maintaining a
hotel environment.

»The major principles in housekeeping include organising, neatness, cleanliness,
standardization and discipline.

»Housekeeping includes both hard and soft skills.

»Some of the housekeeping challenges include operational challenges, low staff
engagement, lack of inspection and technological challenges.

»Some of the identified best practices in housekeeping include technological
integration, resource management, inventory management and effective
communication.
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          Conclusion  Housekeeping entails all activities towards organising, cleaning and maintaining a hotel environment.  The major principles in housekeeping include organising, neatness, cleanliness, standardization and discipline.  Housekeeping includes both hard and soft skills.  Some of the housekeeping challenges include operational challenges, low staff engagement, lack of inspection and technological challenges.  Some of the identified best practices in housekeeping include technological integration, resource management, inventory management and effective communication.
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