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A particular set of abilities, such as attention to detail, time management, and physical stamina, are needed to work in the housekeeping team. Cleaning and maintaining public spaces and guest rooms requires close attention to detail because even small mistakes can have a detrimental effect on how satisfied guests are. I'll discuss my knowledge of the critical abilities needed to join the housekeeping team in the hotel sector in this learning journal. I will also discuss how I will apply my understanding of theory while working in the industry, linking my work to examples from the industry and my personal experience. I will also go over why this subject is crucial to the hotel sector.

In order to deliver exceptional cleaning standards that meet the expectations of the guests, attention to detail is a critical skill needed when working in the housekeeping team. When cleaning guest rooms, the housekeeping staff must pay careful attention to detail and make sure everything is done to the highest standard to satisfy the expectations of the visitors (Siguaw, Enz, & Namasivayam, 2014).


Additionally, paying attention to the little things makes sure that everything is cleaned up properly and that nothing is overlooked, preventing any complaints from visitors. In order to ensure that all cleaning tasks are completed to the highest standard, the housekeeping staff must pay close attention to every little thing.

My personal experience as a member of the housekeeping team has taught me the importance of paying close attention to every little detail when providing high-quality services that go above and beyond the standards of the clients. I now understand that in order to live up to the standards of the visitor, every detail—including furniture arrangement, dusting, and cleaning—must be completed to the highest possible standard. This talent has enabled me to work more meticulously and provide my clients with first-rate services.

In addition, I think that since customer satisfaction is so closely related to attention to detail, it is crucial in the hospitality business. The ability to deliver exceptional service to visitors necessitates careful consideration of every facet of their stay, including cleanliness, room service, and amenities. In order to ensure that visitors are happy with their stay, the housekeeping team's capacity for attention to detail is crucial.

Another key competency needed to serve on the housekeeping team is time management. Every task on the housekeeping squad has a deadline and must be finished according to a strict schedule. To ensure that all tasks are finished in the allotted time, housekeepers must be able to effectively manage their time (Siguaw, Enz, & Namasivayam, 2014).


Additionally, effective time management guarantees that housekeepers have enough time to thoroughly clean every area. To make sure that every room is cleaned and that visitors are happy with the cleanliness and organization of their rooms, housekeepers must successfully prioritize their duties and manage their time.

My personal experience as a member of the housekeeping team has taught me the importance of effective time management in ensuring that all tasks are finished within the allotted time. I've come to understand that setting priorities and using time management strategies have enabled me to finish my work on time and guarantee the highest level of cleanliness in every room.

Furthermore, since every second counts in delivering excellent customer service, time management is a crucial skill in the hospitality business. Effective time management ensures that housekeepers can provide top-notch services and live up to visitors' expectations. As a result, effective time management is essential to ensuring guest satisfaction and enhancing the hotel's overall image.

The hospitality industry places a premium on the discussion of housekeeping skills because it has a direct bearing on customer happiness and a hotel's image as a whole. For the hotel to maintain high standards of cleanliness and guest satisfaction, housekeeping employees must have the required skills and training because it is one of the most visible and important departments in the hotel (Ahmed et al., 2019). Additionally, one of the biggest departments in the hotel is frequently the housekeeping division, which has a big effect on labor expenses and overall hotel profitability. Therefore, hotels can reap significant benefits from investing in the growth and training of their housekeeping employees (Lan & Wu, 2019).

In conclusion, a particular set of abilities, such as attention to detail, time management, and physical stamina, are necessary for employment in the housekeeping team. I have personal experience with the value of these skills in upholding high standards of cleanliness and guest satisfaction because I have worked in the hospitality business. Staff members who work in housekeeping can continue to develop their skills and have a positive effect on the hospitality sector by putting the theoretical information they have learned in school to use.
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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?


	

The guest's report makes it abundantly obvious that the room wasn't properly cleaned before they arrived.
	It is clear from the guest's report that the room was improperly cleaned prior to their arrival. This might have happened due to a lack of attention to detail, insufficient instruction, or a staffing shortage that day.
	I would start by apologizing to the visitor and offering to have the room cleansed right away. 
	I would make sure that all housekeeping staff receives regular training on appropriate cleaning techniques and attention to detail in order to stop incidents like this from occurring in the future. 
	I would start holding regular team meetings to promote open communication and discuss any problems or challenges the team may be facing. 

	


	
	I would also provide restitution for the hardship, like a free meal or a room upgrade. To keep them happy and devoted to the hotel, complaints from guests must be handled quickly and effectively.
	To make sure no job is missed, I would also implement a checklist that must be completed for each room. 
	Additionally, I would acknowledge and award exceptional work in order to inspire and encourage staff to uphold high standards. 

	


	
	
	Additionally, I would cooperate with the hotel's management to boost staffing levels during busy times to guarantee that every room is dutifully and promptly cleansed.
	To find areas for improvement and promptly address any issues, I would also put in place a method for team member feedback and suggestions.
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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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INTRODUCTION

e It's crucial to engage the audience and evoke a
feeling of urgency when introducing the subject.

e The guest experience is one of the key competitive
differentiators in hospitality, according to a Deloitte
research (Deloitte, 2019).

e This means that a hotel's reputation can be made or
broken by the level of service and general guest
experience.

¢ Additionally, health and safety protocols are
essential for assuring the team's and the visitors'
wellbeing.

e The World Health Organization asserts that "the
workplace has a crucial role in promoting health and
welkbeing as well as preventing workelated
injuries and illnesses" (WHO, 2021).

e The team will be more likely to participate in the
trainingand comprehend its relevance to their job if
these topics are emphasized for how important they
are.
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BRAND STANDARDS

The consistent degree of quality, service, and guest experience that is anticipated
from a specific hotel brand is referred to as brand standards (Yeoman & McMahon -

Beattie, 2017). 3 one
Brand standards in housekeeping allude to the degree of tidiness and cleanliness in -' Sto
guest rooms, common spaces, and other areas of the hotel. y s°|u'|°n

The effect it has on guest satisfaction and hotel reputation underscores the
significance of upholding brand standards in housekeeping.

A hotel's reputation is frequently built on its capacity to dependably provide high
standards of service and experience (Shaw & Williams, 2016). ote

The company standards and each team member's responsibility in upholding them
must therefore be understood by all.

House Keeping
Services

www. hotelsnas’

When giving advice on how to uphold brand standards, some suggestions might be to
use proper cleaning methods, pay attention to details, and work quickly to make
deadlines (Inbakaran & Jackson, 2006).
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HEALTH AND SAFETY
PROCEDURES

* We can look to regulatory organizations like the Health and Safety Executive (HSE) in the UK or the
Occupational Safety and Health Administration (OSHA) in the US for help on defining health and safety
procedures.

* These organizations offer instructions on how to keep a secure and healthy workplace.

* Use of personal protective equipment (PPE), adherence to ergonomic principles, and proper handling
of cleaning agents are a few examples of health and safety practices in housekeeping.

* It's critical to follow health and safety protocols to avoid team member mishaps and injuries, which
can result in higher absenteeism and lower output.

* You can give specific instances of accidents that have happened in the hotel business as a result of
non-compliance toillustrate how crucial it is to adhere to health and safety regulations.

¢ Additionally, you can offer advice on how to follow protocols like taking breaks, wearing PPE, and
promptly reporting any safety risks or incidents.
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EMPLOYEE
ENGAGEMENT MODEL

* A framework called an employee engagement model is intended to increase employee
motivation and satisfaction, which can result in increased output, decreased absenteeism,
and improved customer service (Saks, 2006).

¢  The Gallup Q12 engagement model, which consists of 12 questions and measures employee
engagement across four categoriesbasic needs, management support, team efficacy, and
growth and developmentis one example of an employee engagement model (Gallup, n.d.).

* The Ritz"Gold Carlton's Standards" program is an industry best practice illustration of how an
employee engagement model has been effectively applied in a housekeeping team. A set of
service values and standards make up the program, which is intended to inspire and
encourage staff members to deliver exceptional customer service (Lussier & Achua, 2015).

*  The RitzCarlton has experienced high employee satisfaction and low turnover rates as a
result of the program, which includes regular training and recognition for workers who
surpass the Gold Standards (Lussier & Achua, 2015).

*  The housekeeping staff can boost job satisfaction, teamwork, and guest satisfaction by
adopting an employee engagement model like the Gallup Q12 or the Gold Standards
program. Team members are more likely to go above and beyond in their work when they
feel inspired and engaged, which leads to better service and contented customers.
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CONCLUSION

¢ The presentation emphasized the importance of maintaining brand standards,
following health and safety procedures, and employee engagement in
housekeeping.

¢ Thekey points included the need to prioritize cleanliness, consistency, and
attention to detail when cleaning and maintaining a facility.

¢ This includes following specific cleaning protocols, properly using cleaning
equipment and products, and communicating effectively with team members.

¢ Thespeaker also highlighted the importance of employee engagement in
maintaining a clean and safe work environment.

* This involves providing adequate training, encouraging teamwork and
communication, and fostering a culture of accountability and ownership.

e Itis crucial for the team to apply the knowledge gained from the training in their
daily work. By doing so, they can contribute to a safe and hygienic workplace that
meets the high standards of the brand and provides a positive experience for
customers.

¢ Finally, thank the team for attending the training and encourage them to ask any
questions or provide feedback to help improve the training and the overall work
environment.
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