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Housekeeping Team:
A housekeeping team refers to a group of individuals who are responsible for the cleanliness, organization, and overall maintenance of a building or facility. They are typically employed in various settings such as hotels, resorts, hospitals, offices, residential buildings, and other similar establishments (Seha. 2023). An example of a UK hotel with a dedicated housekeeping team is "The Grand Hotel," located in London. The housekeeping team at The Grand Hotel would be responsible for ensuring that all guest rooms are cleaned to a high standard, maintaining the cleanliness and presentation of public areas, and managing laundry services for the hotel. They would also handle inventory management, ensuring that guest supplies are well-stocked and that any lost belongings are properly documented and returned to guests.
The primary objective of a housekeeping team is to ensure that the premises are kept clean, hygienic, and presentable at all times. Their duties often include:


Skills
In order to effectively and efficiently manage cleaning and maintenance chores within a structure, working in a housekeeping team necessitates a specific set of vital skills. These skills encompass a combination of technical expertise, attention to detail, interpersonal abilities, and time management. Here are some key skills required when working in a housekeeping team:
Cleaning and Maintenance Expertise: 
A thorough understanding of various cleaning techniques, equipment, and products is crucial. This includes knowledge of proper handling and usage of cleaning agents, tools like vacuum cleaners, mops, and scrubbers, as well as knowledge of appropriate cleaning procedures for different surfaces, materials, and areas within the facility.
Physical Stamina and Endurance: 
Physically taxing tasks including carrying heavy objects, standing for extended periods of time, and repetitive movements are typically involved in cleaning labour (Yetmen. 2020). In order to fulfil the physical requirements of the job and sustain productivity throughout the workday, physical stamina and endurance are essential.
Environmental Awareness: 
The housekeeping must have skills to environmental awareness. Having knowledge of eco-friendly cleaning practices and using environmentally friendly cleaning products aligns with sustainability goals.
Problem-Solving Skills: 
Housekeeping staff should possess problem-solving abilities to address unexpected challenges that may arise during their work. This could involve finding solutions to stubborn stains, handling difficult-to-clean surfaces, or addressing maintenance issues. A problem-solving mind-set helps maintain a high standard of cleanliness and resolve issues efficiently.
Organizational Skills:
Organizational skills are crucial for housekeeping professionals to manage their tasks effectively. This includes planning and prioritizing cleaning activities, maintaining an inventory of cleaning supplies, and keeping track of maintenance requests or work orders. Being well-organized enables housekeeping staff to work efficiently and avoid unnecessary delays or errors.
Customer Service Skills: 
In certain environments, such as hotels or healthcare facilities, housekeeping staff interact with guests or patients directly. Therefore, having good customer service skills is important. Being friendly, approachable, and responsive to the needs of customers or residents contributes to a positive experience and reflects well on the facility as a whole.
Knowledge of Safety and Hygiene Practices:
Housekeeping personnel need to be familiar with safety and hygiene practices to maintain a clean and safe environment. This includes knowledge of proper handling and disposal of hazardous materials, understanding the importance of personal protective equipment (PPE), and following relevant safety regulations and protocols.
Work Ethics: 
The housekeeper must have a strong work ethic and be committed to doing the job to the best of the housekeeping abilities (Bliss. 2020). 
Multitasking: 
Housekeeping workers must have multitasking skills because Housekeepers often handle multiple tasks simultaneously, such as cleaning different rooms or areas simultaneously. The ability to multitask efficiently is crucial. So in short housekeeping employees must be able to perform multiple tasks at the same time.
Knowledge of Laundry Operations: 
The housekeeping employee must have all skills of knowledge of laundry operations. Familiarity with laundry procedures, including sorting, stain removal, proper use of washing machines and dryers, and appropriate garment care is necessary.
Responsiveness to Detail: 
Housekeeping personnel needs to have a keen eye for detail. They should be observant and meticulous in their work, ensuring that every nook and corner of the facility is thoroughly cleaned and maintained. Attention to detail helps identify areas that require special attention and enables the detection of potential hazards or maintenance issues (Tiedemann and Semijn. 2009).
Inventory Management: 
Keeping track of supplies, restocking, and maintaining inventory is crucial in housekeeping. Being organized and efficient in managing supplies helps ensure that cleaning products and amenities are readily available when needed (Ramakrishna. 2023).
Overall, a facility's cleaning staff is essential to maintaining a clean, cosy, and secure environment for both residents and guests. Their efforts contribute significantly to the overall satisfaction and positive experience of individuals in that setting.
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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 room was not properly ready for a guest.

	Miscommunication between housekeeping and front desk regarding room status.

	Thank you to the guest Recognise the complaint from the customer and apologise for the inconvenience you've caused. Assure them that the problem will be fixed right away.
	Improve communication: Implement a system to enhance communication between the front desk and housekeeping staff. This could include regular meetings, clear handover procedures, or the use of a communication logbook to note any specific guest requests or issues.
	Clear roles and responsibilities: To prevent confusion or task overlap, clearly define the roles and duties of each team member. Make sure everyone understands their specific duties and expectations.


	
The guest experienced dissatisfaction and inconvenience.

	Insufficient training or supervision of housekeeping staff.

	Inspect the room: Personally visit the guest's room to assess the cleaning issues mentioned in the complaint. Take notes and photographs, if necessary, to document the areas that were not properly cleaned.

	Enhance training programs for housekeeping staff to emphasize attention to detail and thorough cleaning practices.

	Opportunities for development and training: Should be made readily available frequently to help the team's performance (Leonard. 2019).  This can include talks, seminars, or online lessons on housekeeping and customer service.

	
Quality control measures failed to identify the issue.

	Inadequate time allocation for thorough cleaning due to high occupancy or tight schedules.

	Immediately arrange for the room to be thoroughly cleaned and ensure that all the guest's concerns are addressed. If any specific items were mentioned in the complaint, such as dirty linens or unclean bathroom fixtures, ensure that they are replaced or cleaned properly.
	Implement stricter quality control measures, including routine room inspections by supervisors or designated personnel.

	Performance feedback: Implement a system for providing regular feedback to the team members. Conduct performance evaluations periodically to recognize their strengths and identify areas for improvement. Provide constructive feedback and support their professional growth.


	
Lack of communication between housekeeping staff and front desk.

	Lack of attention to detail or complacency among the cleaning staff.

	Compensate the guest appropriately, based on hotel policies and the level of inconvenience caused.

	Adequate resources: Assess the inventory of cleaning supplies and equipment regularly to ensure that there are no shortages (Fuchs. 2022). Maintain a stock of backup items to prevent any delays in cleaning due to a lack of supplies.

	Team collaboration: Encourage teamwork and collaboration within the housekeeping team. Foster a positive work environment where team members can share ideas, suggestions, and best practices (Ribeiro. 2020). Consider implementing regular team meetings or brainstorming sessions to facilitate communication and collaboration.

	Failure to meet the guest's expectations and uphold the hotel's standards.

	Failure to prioritize customer satisfaction and quality assurance.

	Conduct a follow-up conversation with the housekeeping staff involved to understand the root cause and identify areas for improvement.

	Quality control checks: To make sure that rooms are being cleaned to the proper levels, establish a system of frequent inspections. A supervisor or team leader should be in charge of conducting irregular spot checks and communicating any findings to the housekeeping team.
	Recognition and rewards: Establish a recognition program to appreciate and reward team members for their exceptional performance (Tielkemeier. 2023).  . This could include certificates, small incentives, or public appreciation during team meetings.
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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.

	
Welcome and Introduction
· Introduce yourself as the Floor Housekeeping Manager.
· Explain the purpose of the training: to address recent guest complaints, achieve brand standards, and ensure
· Health and Safety measures 















	Training Notes:
Introduction
Good morning to all! I hope today is going well for everyone. Thank you for joining me for this training session. As the Floor Housekeeping Manager, The most recent guest complaints we've heard are what I wanted to briefly address. We need to recognize the impact that guest feedback has on our hotel's reputation and overall success. In any service industry, including hospitality, guest satisfaction is paramount. During this training session, we will delve into various aspects of our housekeeping operations, focusing on best practices, efficient techniques, effective communication, achieving brand standards, and ensuring Health and Safety procedures are followed. 
I encourage you all too actively participate, ask questions, and share your insights throughout this session. Remember, we are a team, and together, we can overcome any challenges that come our way. 


	


Importance of Housekeeping
· Highlight the critical role of housekeeping in guest satisfaction.
· Emphasize that every team member plays a vital role in brand's reputation.
















	Training Notes:
As the Floor Housekeeping Manager, I would like to take a moment to emphasize the importance of housekeeping in our hotel. Housekeeping plays a critical role in guest satisfaction and the overall guest experience.
First and foremost, cleanliness is the top priority for our guests. A clean and well-maintained room creates a positive first impression and contributes to their overall comfort.
Secondly, I want to emphasize that every team member plays a vital role in maintaining cleanliness. Housekeeping is a team effort, and each one of us contributes to the overall success of our department. Whether you are responsible for cleaning rooms, and public areas, or managing inventory, your dedication and attention to detail ensure that our guests have a memorable and enjoyable experience.

	Brand Standards
· Explain the brand's specific standards’
· Emphasize the importance of attention to detail and consistency.
· Provide examples and visuals of the brand's desired









	Training Notes:
As the Floor Housekeeping Manager, it is crucial to explain our brand's specific standards and expectations regarding cleanliness, hygiene, and guest comfort to our housekeeping employees. We place immense importance on attention to detail and consistency, as these factors contribute to delivering a superior experience for our guests.
Our brand standards dictate that every room should be immaculately cleaned, ensuring spotless surfaces, dust-free areas, and sanitized bathrooms. Since maintaining hygiene is so important, we encourage our employees to use additional caution when handling high-touch items like doorknobs, light switches, and remote controls. To illustrate our desired cleanliness standards, let's take a look at some examples and visuals. Display images of perfectly made beds with crisp linens, towels meticulously folded and arranged, and bathroom fixtures gleaming with cleanliness. 

	
Guest Complaints Analysis
· Analyze common issues and identify areas for improvement.
· Highlight the impact of guest complaints on the brand's reputation












	Training Notes:
Areas for improvement and analysis of common issues:
Strengthening cleaning procedures.
Streamline communication channels.
Enhance quality control measures.
Regular performance evaluations.
Guest complaints related to housekeeping can significantly impact a hotel's brand reputation and future business. Negative reviews and word-of-mouth experiences can deter potential guests from choosing the hotel, leading to a decline in bookings and revenue. A reputation for subpar housekeeping can erode trust and loyalty among existing customers, resulting in decreased repeat business. 

	Health and Safety Procedure
Highlight the significance of health and safety processes. Guest Safety: Ensures the well-being of guests during their stay. 
Employee Safety: Protects the health and safety of the housekeeping team. 
Legal Compliance: Helps comply with local regulations and standards.                            


















	Training Notes:
Health and safety procedures are of utmost importance as they ensure the well-being of our guests, protect the health and safety of our housekeeping team, and help us comply with local regulations and standards. By following these procedures, we prioritize both guest and employee safety, creating a secure and comfortable environment for everyone.



	Health and Safety Procedure
Discuss the key health and safety procedures to be followed by the housekeeping team:
· Proper Chemical Handling.
· Ergonomics.
· Personal Protective Equipment (PPE).
· Hazardous Waste Disposal.
















	Training Notes:
Hazardous waste materials should be segregated and disposed of according to local regulations and guidelines to minimize environmental impact and ensure the safety of the housekeeping team and others. Regular training should be conducted to educate the housekeeping team on identifying hazardous waste and following proper procedures for its disposal.    

	
Communication and Teamwork

· Emphasize the importance of actual communication and teamwork 









	Training Notes:
The need of great teamwork and communication within the housekeeping crew must be emphasised by you, the floor housekeeping team. Good communication and teamwork can greatly contribute to the overall success and efficiency of our operations. Here are some points to emphasize and encourage among our team members:
Open Lines of Communication: Stress the importance of open and transparent communication among team members. Emphasize that everyone's input is valuable and can help improve our processes and outcomes.

	Communication and Teamwork

· Fostering a culture of effective communication and teamwork








	Training Notes:
Lead by Example: As the floor housekeeping manager, it's essential to lead by example. Demonstrate effective communication and teamwork in your interactions with the team. Encourage a positive and respectful work environment where everyone's contributions are valued.
By emphasizing these points and fostering a culture of effective communication and teamwork, we can enhance our department's efficiency, productivity, and job satisfaction. Encourage your team members to actively participate, collaborate, and communicate openly, and provide them with the necessary resources and support to succeed.


	Training and Continuous Improvement 
Discuss the importance of ongoing training and development to maintain high standards.











	Training Notes:
Ongoing training and development are crucial to maintaining high standards as they ensure employees stay updated with the latest knowledge and skills, leading to improved performance and adaptability in a rapidly changing business landscape. Continuous improvement allows organizations to remain competitive, enhance employee engagement, and foster innovation by encouraging a culture of learning and growth.

	Conclusion










	Training Notes:
conclusion	
In conclusion, by prioritizing cleanliness, upholding brand standards, fostering teamwork, implementing effective communication and quality control measures, and considering guest complaints we will ensure exceptional housekeeping operations that contribute to a positive guest experience, protect our brand reputation, and prioritize health and safety. Together, we can achieve excellence in our housekeeping department and continue to provide outstanding service to our guests.
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Duties


Cleaning


Room preparation


Inventory management


Maintenance


Waste management





Laundry services


Guest assistance
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