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	A housekeeper is a supervision and grooming employee that works in a private or business location such as a hotel. Housekeepers have the responsibility to handle the cleanings essential for the maintenance of homes as well as commercial buildings and the hotel industry (Rogers, 2008). They keep the buildings and common areas maintained and clean and also perform the vacuuming, sweeping and mopping of the floors and even assist the guests when necessary. Housekeeping skills are the skills that enable a housekeeper to perform their job satisfactorily and skilfully. The skills may vary from delivering customer service to communication and also vary with the responsibilities of the employee at the workplace. When working in a housekeeping team the essential skills required are housekeeping knowledge, supervision, managerial skills, communication and interpersonal abilities, time management and many more (Sharma et al., 2019). Communication skills are the important skills that are essential when working in a housekeeping team as it requires communicating with a variety of guests on a regular basis and also benefits from it if the interactions go well and are done in a polite manner. Good skills in communication will help housekeeping team members to listen to the guests and other members carefully and understand and implement the instructions well (Tesone, 2010). It will further help to increase coordination and cooperation while working thus enabling productivity in the work performed. Without proper communication among the team members regarding cleanliness it will cause inconsistencies in the cleaning of the rooms. Another skill that is essential is Interpersonal skills which are referred to as people's skills and their social abilities and intelligence. The well-developed interpersonal skills will help the team members of housekeeping to ensure effectiveness and explore opportunities to grow (Vallen & Vallen, 2012). interpersonal skills such as active listening, dependability, empathy and teamwork are essential for promoting a positive environment in the work and maintaining an efficient workflow (De Janasz et al., 2019). Active listening will help to understand the problems and issues faced by the guests in a hotel and help to solve the problem effectively. The dependable employee is given value in the organisation and they are given important tasks and duties to perform also, empathetic employees create a high-function and positive environment in the workplace (Lithgow and Lloyd, 2022). Thus, having these interpersonal skills will help housekeepers to work efficiently and communicate with the guests efficiently. The housekeeping job in the hotel is directly related to the satisfaction of the customer so, customer service is an important skill. Effective customer service and techniques of housekeeping will result in greater demand for the services and increase the value of a housekeeper in the organisation (Sann and Lai, 2020). Customer service further helps the business to grow and also attract customers. In a hotel customer service is mainly performed by identifying the needs of the clients and meeting the desired needs by delivering quality cleaning and housekeeping services. Time-management skills are important to complete the given task in the desired time. Housekeepers generally work alone and in groups and are instructed to complete the task in a specified time (Whiting and Symon, 2020). By effectively managing their time the housekeepers will be able to complete the work and provide the efficient and desired services to their customers. It will help them to manage their time effectively and complete the assigned task and maintain a good image within the organisation. 

From my own perspective, there are various skills like communication skills, time-management skills, interpersonal skills, customer service skills and so on that is essential for individuals to possess for a housekeeping job. Thus, proper housekeeping in a workplace helps in creating a safe and positive work environment and it also ensures the safety of the employees and customers (Thébaud et al., 2021). These skills increase the abilities of the housekeeper to perform effectively at their work. If the services are not performed well then it repels the guest and cleanliness is the first thing a guest notices when visiting a hotel so, the hotel should be neat and clean. A clean and safe hotel having a good quality staff with all the necessary skills helps the guest to be satisfied and happy and thus the business will also expand. Housekeeping helps in making the hotel experience enjoyable and will thus attract more customers and helps in the success of the hotel industry. Since the hotel rooms and suites are an important part of the hotel, so, the housekeeping should be done properly and maintained well which will help the hotel industry to grow (Wood, 2013). The housekeeping team should therefore prioritize cleanliness and guest satisfaction and work in a team to provide efficient and high-quality cleaning services for increasing the growth and expansion of the hotel.
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[bookmark: _Toc128512324]Introduction
The following is an action plan that will be used to deal with the problem of a guest complaining about an unclean room within the hotel. As a team leader on the floor, the action plan will include all the problems and the reasons why the problems arose. The action plan will also include solutions to the problem and necessary measures that will be taken to improve upon the issues.

	Problems.
	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?

	The first problem that resulted in the unhygienic condition of the floor was that the corridor was dirty with footprints and shoeprints all over the place. 
	The day had been rainy and due to the urgency created due to the rain, the guests had to rush to their rooms after they were drenched in the rain. That left footprints and shoeprints on the corridor floor.
	The first thing to be done will be to listen to their complaints and apologise to them. Avoiding arguments and remaining calm would be the first step.
	To avoid the same problem in the future, housekeeping will make sure that the floors are clean at all times irrespective of the weather outside.
	The floor supervisor will have to go through a training regime so that their duties are properly fulfilled.

	The second problem on the hotel floor was that the sheets in the hotel rooms were all wet and unclean.
	Because of leakage from the ceiling right above where the bed was positioned, the bedsheets got wet.
	The next step will be to empathise with them acknowledging their frustration. In situations like this empathising with the one complaining, is important.
	The hotel rooms will have a thorough check for points where water could seep through.
	It is also important to listen to the problems of the team members and finding ways to deal with those problems one after another.

	The third problem was the bathroom floors were left with lather and shampoo all over the place.
	The pipes in the bathroom had cracks in them due to which soap and lather from the floor above, accumulated in the bathroom below. 
	Guests should not be passed on to other departments because this will only heighten their frustrations with the hotel. The guest will be dealt with by the team handling the floor.
	The pipes in each bathroom of the floor will be checked for cracks and damages and the entire floor will have a quality check.
	The entire floor will be checked and repaired so that there are no problems arising in the future.

	The particular room where the guest was supposed to stay had wet mud all over the floor.
	The air vents were also flooded due to the rain and that led to them leaking mud into the rooms.
	The guest will then be taken to a more comfortable room than the one they had booked in the first place. 
	The air vents will also be repaired and reinstalled if they are damaged beyond repair.

	There will be a few webinars and workshops added to the routine of the team so that the members learn to upgrade their skills.

	The last problem in the room was the bed was not made.
	Most of the staff members of housekeeping could not attend to their jobs due to unforeseen weather conditions.
	Lastly, the guest will be thanked for their patience even if they are impatient and are constantly complaining over the same matter.
	A meeting will be called for discussing the duties of housekeeping and the matter at hand will be stressed.
	Lastly, the team will be going through a change of rules and that will be done with the help of a change management model.


[bookmark: _Toc128512325][bookmark: _GoBack]Conclusion
The action plan talked about the issue of unclean hotel rooms and the problems arising from those issues. It has also laid out ways to mitigate those problems and the steps that can be taken to ensure that the problems are mitigated. In conclusion, hotel rooms and the teams handling the floors are not always immaculate and unforeseen activities like changing weather can impact their duties. 
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Component Three
Presentation
[bookmark: _Toc128927583]1. Introduction
[image: ]
Training Note: The operation of the hotel includes all the activities that are necessary for keeping the smooth operation of the hotel business where a good customer experience is provided. The presentation will cover various prospects such as health and safety procedures, employee retention programs, and the use of the 7S model for enabling better employee engagement.  

[bookmark: _Toc128927584]2. Training for employees at Hotel Trinity
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Training Note: At Hotel Trinity UK, the housekeeping department needs to be trained because of the lack of efficiency they have been showing in recent times. Because of the lack of efficiency, the hotel is being barraged with complaints from numerous guests. This has impacted the reputation of the hotel and the brand has been facing severe backlash due to it (Fazlurrahman et al., 2021). This issue needs to be dealt with swiftly using a proper framework for training the members of the housekeeping department.
[bookmark: _Toc128927585]3. Health and Safety procedures applied in Housekeeping
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Training Note: Housekeeping is an important factor as it ensures the safety of the employees that are working in an organisation (Bardukova, 2022). It is crucial to maintain a safe workplace so that there is the prevention of injuries which can lead to improved work productivity in the organisation. It becomes necessary to incorporate health and safety procedures so that it can lead to the promotion of organisational safety culture. Some of the effective housekeeping procedures are mentioned as follows.
Elimination of fire hazards: In the hotel industry it is important for the housekeeping team to store unnecessary combustible materials from accumulating in the workplace. There are various factors that the UK government recommends following such as:
· Carrying out a fire safety risk assessment (Mishra et al., 2019). 
· Ensuring good housekeeping practices are being practised in the workplace.
Proper storage of materials: It is important for the housekeeping teams to ensure that dangerous substances and chemicals are stored in a safe place for limiting exposure to outside in the workplace. 
[bookmark: _Toc128927586]4. Housekeeping employee’s retention program
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Training Note: The retention of the housekeeping staff has become one of the major factors in the organisation's operability. Without an effective housekeeping team, it becomes very tough for the hotel industry to maintain a safe and secure working environment (Vallen & Vallen, 2012). The major steps that can enable to maintain housekeeping staff effectively are as follows:
Recognition of employees: It is extremely important for recognising the effort and hard work of the housekeeping staff. To boost their work productivity and motivation there is a general need for providing them with rewards for their better performances (Sharma et al., 2019). 
Providing career growth opportunities: The housekeeping staff should be provided with the opportunity to have realistic career growth while working in the same organisation (Tesone, 2010). This gives a massive positive influence on their attitude towards the organisation. 
[bookmark: _Toc128927587]5. The 7S framework for housekeeping training
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Training Note: McKinsey's 7s model is thus an important framework that helps leaders to effectively manage the change in the organization so that it results in success. Furthermore, with the help of this model, the floor housekeeping manager will be able to analyse the performance gaps in the organisation and work on them so that the organization could attain its mission (Bridger, 2018). Due to this model, the leader can often map out the activities that need to be done in the future, which will be beneficial for the business. The framework consists of 7 different elements, which include system, strategy, structure, shared value, skills, staff and style. 
[bookmark: _Toc128927588]6. Structure, strategy, and system 
[image: ]
Training Note: In an organisation, a structure is defined as the key elements within the organization which thus creates the accountability of the employees in the organisation (Raghubalan and Raghubalan, 2016). It is thus for a housekeeping manager to manage the proper structure of the organisation in order to encourage the employees to perform at their best. On the other hand, strategy is defined as the strategic plan made by the organisation in order to stay ahead of its competitors and increase its brand awareness (Leiter et al., 2010). Furthermore, the processes and the process involved to complete certain activities of the business are termed systems in an organisation.
[bookmark: _Toc128927589]7. Skills, shared value
[image: ]
Training Note: In an organisation, skills are referred to as the capability possessed by the employees which helps them to perform different tasks efficiently and effectively. Furthermore, it is necessary for the housekeeping manager to ensure that every employee gets power training so that they are able to gain proper understanding and skills. Moreover, the important values that govern the health of the organisation are defined as its shared values (Cottrell, 2019). Thus, while bringing change in the organisation, there will be an expectation of modification of the employee's behaviour, which will only be possible if the leader implements a strong culture in the organisation. 
[bookmark: _Toc128927590]8. Style and staff 
[image: ]
Training Note: In the organisation, style is defined as the way that the business leaders go about fulfilling those objectives. Style mainly encloses the method of making decisions by the business leaders and how they organise and work. on the other hand, staff in an organisation are considered to be the workforce who plays a great role in leading the organisation towards its success (Mulins and Dossor, 2013). Further, it is thus very beneficial for the housekeeping manager to ensure that the staff are maintained properly and are able to provide the best quality work. Considering this factor, thus allows the organisation to hold its proper image and reputation as well as the housekeeping manager will be able to maintain their own image. 
[bookmark: _Toc128927591]9. Recommendation 
[image: ]
Training Note: It will thus be of great benefit to the organisation to increase its online presence in order to increase its customer base. Furthermore, it will often allow Hotel Trinity to improve its relationships with its customers who will result in its long-term sustainability and profitability. Additionally, using modern and advanced forms of technology will often be of great benefit to the hotel to overcome new and innovative ideas that could allow it to stay ahead of its competitors. With the help of technology, there will often be seen an improvement in the workplace, an increase in the morale of the employees and an increase in productivity.

[bookmark: _Toc128927592]10. Conclusion
[image: ]
Training Note: The above presentation has discussed the various aspects of the Hotel Trinity. It has covered the training program provided for the employees working in the Hotel Trinity. The health and safety procedures are also provided in the context of housekeeping. The report has also discussed the housekeeping employee’s retention program. For assessing the employee engagement model the 7S framework has been applied for housekeeping training. 
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