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	Component one: 
“What are the key skills required when working in the housekeeping team?”

	Housekeeping is considered to be the most important aspect of the hospitality industry. The housekeeping team tends to have the responsibility of maintaining icing orderliness and cleanliness in the hotels (Marneros et al., 2020). Being a member of the housekeeping team, I have identified numerous key skills which are essential in performing the job effectively one of the most crucial skills for the housekeeping team is attention towards details while working with the team.  The housekeepers are required to ensure that each room has been thoroughly cleaned and prepared for the guest. The housekeepers are required to look into the smallest details while cleaning the room as overlooking certain things can lead towards negative case experiences. While staying in a hotel, I have experienced this thing in which the housekeeper staff has forgotten to remove the trash from the room which has made the entire look of the room unpleasant. During my internship within a hotel, I observed skills such as time management within a housekeeping team who starts their work only in the morning and finished it before checking time. Therefore, the housekeeping team is required to work efficiently in cleaning all the rooms and public areas within a certain time frame (Singh and Jaykumar, 2019). Delaying in the cleaning process usually leads towards delays in the check-ins which can further result in dissatisfying the guests. Thus, my working experience within the hospitality industry has taught me the importance of time management skills in completing tasks on time and with efficiency.
I have realised that communication skills are most important for housekeepers as they need to communicate essentially with other members’ guests and supervisors. If the overall instruction has not been communicated effectively then it tends to result in misunderstanding (Arthur et al., 2021). During my internship period, I noticed that the supervisors of the housekeeping teams tend to have regular briefing sessions with the team members before starting the day. It has been effective for the team members to be fully aware of their roles and responsibilities such as cleaning the room efficiently and can communicate with one another effectively. I have realised that critical thinking skills play a vital role in housekeeping teams. Housekeepers are required to be critical thinking skills in performing their jobs effectively. During my internship in the hotel, I realise that critical thinking ability is essential to carry forward tasks and to address the issue of the guest effectively. This skill is beneficial in learning the significance of utilising appropriate types of equipment, cleaning chemicals and techniques. It is most important to follow cleaning procedures and ensure that the cleaning agent has been used within the right quantities. While working in the hotel industry I will utilise this knowledge in sanitizing and cleaning the public areas and rooms.
I have realised the importance of knowing cleaning materials and techniques. The housekeeping staff is required to have a good understanding of different cleaning techniques and materials to make sure that all the floors’ rooms and services are cleaned thoroughly (Escortell et al., 2020). My working experience within the industry has also shown me the importance of team working within housekeeping. Effective collaboration and teamwork play a major role within the housekeeping teams in ensuring the effective flow of tasks and in completing the daily task efficiently. Each housekeeping staff must effectively collaborate in ensuring the efficiency of the task in delivering a positive guest experience. I also learn that housekeeping staff is required to have the ability to take initiative and to work independently in identifying and resolving the issues within the workplace. It involves the ability to respond to and anticipate the needs of the customers and take action in maintaining cleanliness and a safe environment in the hotel. Thus, all these skills and abilities are essential for the housekeeping staff in providing higher quality services to the guests and contributing towards a safer and more comfortable environment.
The topic regarding the major skills within the housekeeping team is the most significant for the hospitality sector. Skilled and talented housekeepers are the major aspects of the hotels. The Well maintained and clean establishment is vital for the success of hotel businesses (Stone and Bryant, 2019). The guest usually expects to stay in a place which is hygienic and has a comfortable environment in which housekeeping plays a major role in fulfilling this expectation of the guest. The clean environment of the hotel is effective in attracting and retaining the customer base. And the housekeeping staff has a major role in maintaining the cleanliness and safer environment in the hotel.  Positive guest experiences lead towards repeat business along with positive reviews which plays a significant role in increasing the repetition of the hotels and increasing profitability while attracting new potential customers. Therefore, it is essential to know the skills required in housekeeping teams as they are the major factor in enhancing the positive guest experience. The effective teamwork of housekeepers is crucial not only in increasing the efficiency of the hotel business but also in meeting the expectation of the guest.
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Component two: 
Action plan
While leading the team floor in the hotel, it is crucial to address any sort of issues or problems that the guests have been facing in the hotel. Hence, an action plan is required in addressing the complaint of the guest regarding the improper cleanliness in the room. As the negative guest experience can negatively affect the hotel business in terms of reputation and profitability. The action plan will be presented in a smart table with specific objectives for addressing the issue.
	Specific
	Measurable
	Attainable
	Relevant 
	Timeframe

	To provide proper training to the housekeeping staff
	The skills and abilities development within housekeeping teams 
	Encourage the staff to participate in a training program.
	Proper training and development programs for housekeeping staff are significant in delivering a better guest experience.
	6-7 months

	To build effective teamwork with collaboration.
	The efficiency and effectiveness within the work of the housekeeping team.
	Regular training sessions for the team and providing clear jobs role and responsibilities.
	Effective teamwork and collaboration are vital for the housekeeping team to carry forward their task efficiently.
	5-6 months


Table 1: Smart objectives
(Source: created by the learner)
	Problem: 
The complaint of guests regarding the improper cleanliness in their rooms. It can negatively affect the reputation of the hotels and even results in dissatisfying the guest. Cleanliness and well-maintained room are most important for hotel businesses (Oloso, 2022). Therefore, it is a major problem that should be addressed immediately.


	

	Why did it happen?

	The problem might have occurred due to numerous reasons. It often indicates the lack of efficiency within the work of housekeeping staff. They are might be a possibility of miscommunication among the staff while collaborating and completing their daily routine. The staff who are responsible for cleaning the room might have not followed the established cleaning procedures and are rushed in cleaning the room before the arrival of the guest. It also indicates inadequate training and a lack of communication within the housekeeping team. The major reason for the occurred incident is the lack of efficiency and collaboration among the housekeeping staff. The housekeeping staff must be well aware of their responsibility and should not rush in completing their work (Ndiuini and Baum, 2021). They should have checked in a detailed manner in ensuring the cleanliness of the room.

	What are you going to do?

	Firstly, addressing the issue requires apologising to the guest for the inconvenience they have faced and assuring them of taking immediate action.  As a leader, I will investigate in determining the major cause of the problems. I will communicate with the housekeeping staff who have been involved in cleaning the room. I will check the cleaning checklist and will further inspect the room personally in identifying areas that have not been cleaned properly. After I identify the areas which have not been cleaned properly, the room will be cleaned thoroughly again. After cleaning the room, I will personally assist guests in ensuring whether they are satisfied or not with the cleanliness level in their rooms. Moreover, I will implement corrective actions like additional training sessions for the housekeeping staff regarding proper cleaning procedures and will review the cleaning checklist in each room.

	How will you prevent this from happening in the future?

	In preventing this incident in the future, I have set an action plan while focusing on two major objectives such as providing adequate training development programs to the housekeeping staff and in building effective teamwork and collaboration among housekeeping members. Accomplishing these objectives will be beneficial in preventing such problems in the future. I will ensure that all housekeeping staff have the proper knowledge and are well aware of the established procedures of cleaning. I will make sure that they understand the significance of following those cleaning procedures. Moreover, I will also focus on implementing the process of quality control in which I will inspect each room every day in ensuring that the housekeeping staff are doing their job effectively and meeting the established standards of cleaning.  As a team leader, I will improve communication among the housekeeping staff by assigning group tasks, in which the staff who are responsible for cleaning the room must communicate with others after completing the cleaning procedures to ensure that the room has been cleaned perfectly.

	What measures would you introduce to improve team effectiveness?

	While addressing the issue I have realised the importance of team effectiveness in delivering quality services and meeting the satisfaction of the guest. The problem that the hotel has faced regarding the cleanliness of the room, indicates the lack of collaboration and effectiveness within the housekeeping team. Therefore, it is important to take initiatives and measures in improving the team's effectiveness. I have also set one of the objectives to build team effectiveness and collaboration so that the hotel does not have to face a similar problem in the future. In improving the effectiveness, I will focus on implementing regular training sessions which will keep the staff to remain up-to-date regarding the cleaning techniques products and equipment. The training will cover customer service skills and proper communication in ensuring that the guests are satisfied with the service of housekeeping. Improving team effectiveness requires encouraging collaboration and teamwork among the staff (Goh and Baum, 2021). I will focus on fostering a positive working environment in which the staff members can support each other in their work and collaboratively work towards solving any sort of arising problems. I will initiate team building exercises like group outgoing and team meetings which will be effective in boosting staff morale. It will lead towards a more positive working environment and also helps in increasing job satisfaction among the staff members.
In improving the effectiveness of the team, I will consider providing opportunities for the staff while giving suggestions and feedback in improving the process of housekeeping. The members will be involved in the process of decision-making so that they feel valued and work more effectively in their daily tasks. I will focus on motivating the staff members and boosting their morality to provide rewards to those we have performed effectively. Recognitions, monetary incentives and promotions are effective approaches to motivating staff members in terms of their performance metrics like productivity and guest satisfaction level (Pham et al., 2020). I believe reviewing regular performance will be effective in identifying the areas for further development while providing feedback to the staff members. It will help in boosting team effectiveness and obtain highly engaged employees. The performance reviews will the based-on teamwork, customer service and productivity. I will provide feedback which will be objective and constructive with specific examples regarding the areas that require improvement along with the situations in addressing those areas.
In improving the team's effectiveness, investing in team development and training providing opportunities for suggestions and feedback encouraging collaboration and teamwork along with rewarding staff members for their performance are the most effective measures (Alberti and Iannuzzi, 2020). This will not only improve the overall performance of the team but it will also be beneficial in creating a positive working environment and increasing job satisfaction among staff members.


Component Three: Presentation 
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	Training Notes:
Introduction: 
The housekeeping team plays a vital role in the hotel business. They have the responsibility to maintain the establishment and cleanliness in the hotels which is crucial in obtaining guest satisfaction and delivering better service (Hossain et al., 2022). The presentation will be based on the appropriate training for the staff members within the housekeeping department. As the complaint from the guest regarding the improper cleanness in the room can affect the overall reputation of the brand, therefore the presentations will provide the effectiveness of training for the housekeeping staff.
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	Training Notes:
Brand standards
The proper maintenance of brand standards is very imperative for the hotel industry as it helps in maintaining and establishing the reputation and identity of the hotels. A stronger brand image is beneficial in building trust with the guest and differentiating from the competitors (Awan et al., 2021). Hotel Trinity is one of the luxurious hotel brands therefore the hotel must maintain its brand standards while focusing on providing exceptional services to the guest. Therefore, in maintaining its brand standards, the hotel is required to ensure that its services and facilities are well-maintained and clean. The hotel Trinity is required to maintain its luxurious atmosphere which reflects its brand's image. The hotel must focus on providing exceptional services to the guest while meeting their expectation.
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	Training Notes:
Health and safety procedures
The maintenance of proper health and safety procedures is most significant for the hotel industry which focuses on ensuring the development and safety of staff and the guest (Dimitrios et al., 2020). The housekeeping staff has a major role in maintaining those procedures. They have the responsibility of ensuring hygiene and cleanliness in the public areas and guest rooms. Therefore, they must be well aware of the health and safety procedures. The housekeeping staff in the hotel Trinity must utilise cleaning chemicals properly. They must Trend on utilising those cleaning chemicals in operating injuries and accidents. Housekeeping staff is required to dispose of the waste properly in preventing the spread of diseases and infections. They must enjoy regular sanitization on the touch services like remote controls, light switches, doorknobs and so on.
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	Training Notes:
Cleaning equipment is considered to be the most imperative tool for the housekeeping staff in maintaining a hygienic and clean environment in the hotel. There is numerous cleaning equipment which is designed in performing specific cleaning tasks and the housekeeping staff must have proper knowledge of using those cleaning equipment (Sharma and Kaushik, 2021). The equipment such as vacuum cleaners is utilised in cleaning floors of poultry and carpets which come in different styles and sizes. When utilising vacuum cleaners, the staff must ensure that the cleaning area does not have any obstacles that might result in tripping hazards. Mops and buckets are the other cleaning tools which are utilised in cleaning surfaces and floors. While utilising mops, the housekeeping staff must make sure that it has not been wrong out well in avoiding leaving extra water on the floor which might cause fall and slip. Cleaning clothes are utilized in wiping surfaces and cleaning windows and mirrors. While utilizing cleaning clothes the housekeeping staff should make sure that it is damp and not wet to avoid leaving streaks (Park et al., 2019). The cleaning chemicals are used in sanitizing and disinfecting the surfaces and the housekeeping staff is required to read the instructions before using it while wearing protective gloves and eye protection.
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	Training Notes:
As a housekeeping staff it is significant to have proper knowledge regarding different types of cleaning products and utilise them effectively and safely. Cleaning products such as detergent is used for cleaning purposes like washing towels and disinfectants are utilised in the bathrooms and on cleaning surface that are touched frequently (Mak and Chang, 2019). Glass cleaners are used in cleaning windows and mirrors and are effective in removing emojis and streaks. Similarly, carpet cleaners are used in cleaning carpets and removing stains and dirt. In utilising all these cleaning products the housekeeping staff must follow certain tips such as instructions on the label and wearing protective gear and gloves if required. They must know about utilising the appropriate amount of the product for their specific task.
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	Training Notes:
The cleaning checklist is crucial for the hotel in ensuring that the housekeeping staff have cleaned each of the rooms consistently and thoroughly. It involves step-by-step guidance which ensures that all the areas of the rooms are cleaned properly and checked (Sann and Lai, 2020). The cleaning checklist of the room will be involved changing the bed Linens, dusting surfaces like items of furniture, artwork and lamps, cleaning bathrooms, vacuuming carpets and floors and replacing the utilise towels and other replenishing toiletries.
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	Training Notes:
Effective collaboration and communication plays an important role in the housekeeping teams completing the task efficiently. Better communication and collaborations among the members contribute towards guests (Alcalde-González et al., 2021). When the housekeeper notices issues within the guest room which require maintenance attention, communications with the other member or housekeeping department will be effective in resolving the problems efficiently while minimising any sort of inconvenience to the guest. Effective communication and collaboration among housekeeping staff are significant in preventing errors and ensuring that the task has been completed in an organised and timely manner. Therefore, regular team meetings and performance reviews will be an effective approach to enhancing effective communication and collaboration among the staff.
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	Training Notes:
The utilisation of employee engagement models will be effective in creating a positive working environment in which employees feel motivated and supported and will increase their productivity. Therefore, the hotel Trinity is required to implement an effective employee engagement approach for enhancing the overall performance and product activity of the housekeeping teams (Longart, 2020). The hotel is required to focus on the well-being of the employees and be involved in initiatives like fitness programs stress management resources and training sessions. The employee engagement programs will also focus on empowering employees in making decisions which are effective in leading towards increasing job satisfaction. It should also involve initiatives like flexible walking schedules along with career development opportunities in supporting employee retention and growth.
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	Training Notes:
Assessment in terms of team performance is considered to be a vital aspect in ensuring that each of the members of the housekeeping department has been doing their tasks effectively and efficiently (Davras and Caber, 2019). The assessment should involve room inspections in which the supervisor within the housekeeping department will inspect each room regularly in ensuring that the cleaning standards have been established. Feedback from the guest will be considered in assessing the performance of the team. The guest feedback will be effective in identifying the areas for further improvement
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	Training Notes:
The presentation has provided the importance of maintaining brand standards and health and safety procedures in Hotel Trinity. It has been identified that the housekeeping staff plays a major role in maintaining the health and safety procedures and brand standards with their daily task and responsibilities. The study has provided the significance of having proper knowledge regarding the use of cleaning products and equipment for the housekeeping teams. It has also demonstrated the importance of collaboration and communication among housekeeping staff. Moreover, employee engagement has been identified as a vital aspect of the success of the hotel and in delivering better service to the guest.
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Equipment of Cleaning
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Cleaning products

A housekeepingstaff it is significantto have proper knowledge regardingdifferenttypes of cleaningproducts and
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Cleaning checklist of room

e Changing the pet lions and vacuuming the carpets and
floor.

e Replacing the utilised towels and other replenishing
toiletries.

e Dusting the surfacessuch as lambs, artw orkand furniture.

e Cleaning the bathroom areas.
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Collaboration and communication

e Better communicationand collaborationsamong the members
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Employee engagement model

e Hotel Trinity is required to implementan effective employee engagementapproach for enhancingthe overall
performanceand productactivityof the housekeepingteams(Longart,2020).
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Assessment

e Assessment in terms of team performanceis consideredto be
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Conclusion

e The presentation has provided the importance of
maintaining brand standards and health and safety
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e The housekeeping team plays a vital role in the hotel
business.
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Brand standards

e The proper maintenance of brand standards helps in
maintainingand establishingthe reputationand identityof the
hotels

e A stronger brand imageis beneficialin buildingtrust with the
guest and differentiatingfrom the competitors (Awan et al,,
2021).

e Hotel Trinitymust maintainits brand standards while focusing

on providingexceptionalservices to the guest.

e The hotel must focus on providingexceptionalservices to the

guest whilemeetingtheirexpectation
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