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As a member of the hospitality industry there is nothing more disgusting than a dirty or disorganised place. It is important to have a good team to fulfil this area and keeping the business with the right image. A housekeeper is a person responsible for the supervision of the cleaning department of the business. Also, they are responsible of reporting any hazards that affect the guest or the business. 

Housekeeping is an important key of the hotel industry they are responsible of cleaning , maintenance, front and back areas of the hotel. Some housekeepers are in charge of laundry and do some light ironing stuff, maintaining a well stocked room to avoid any danger. Housekeepers require different soft skills, these skills are acquired though experience reaching the standards that are required by the business. Like any other business, we already know that we have to have communication skills and flexibility to fulfil our job. While I was doing my internship this semester, I realized that housekeepers have much more responsibility when it comes to doing their job. It is not just to go clean and change some linen sheets. They are in charge of the sleep of our customers. When working in the housekeeping team that person needs to pay attention to detail, time management and physical endurance. 

An experience housekeeper should be detail oriented, that’s very important. They should keep and eye on each room they taking care off, to  deliver the same experience to each guest, as they were taught during training. Each hotel have different guidelines that they must be follow. For example, restock minibars,  any visible stains or even broken linen. A good housekeeper will treat the room as if it were theirs. During my experience at the hotel, each time I had to revised a room I was getting there as if it were mine. Checking each detail so like that our guest will feel comfortable and have a nice sleep. So, he/she can come back to the hotel.

Time management is another required skill a good housekeeper should go hand in hand. Not all housekeepers work full time some of them work as a part time. For instance, a full time housekeeper will work minimum 8 hours, should normally have twelve rooms, spending thirty minutes on a stay over and forty minutes on departures rooms. Leaving everything with the hotel standards. When a housekeeper is hired in a hotel, trining is provide an includes standards and procedures of the hotel. Some employers struggle working under pressure, some rooms are more difficult than others, and they have to had everything ready before the check- in time. That is why it is very important to have strong team in order to deliver an excellent work performance and environment. Happy workers deliver excellent customer service to customers. A good mananger will provide them with some good training tips. For example, ensure cart is fully stocked before starting any rooms. That save them time to go up and down to get their things. Also, a correct training in how to use the cleaning products always we the use of gloves and protective clothing.

Physical endurance is an other important requirement when working the housekeeping team, the job can be physically demanding. These people spend lots of time standing and walking mopping or vacuuming rooms. In addition to that, might  require to move heavy objects to clean underneath it as part of their cleaning responsibilities. It is important to get the correct training to acquire the correct position at the time of managing or handling objects. For instance, to get a box from the floor, a correct position is necessary like that we don’t ending injuring our back. Depending on the task different manoeuvres are needed in large spaces to clean.

Housekeeping it is another department  in the hotel industry, it is just as important as any other department in our business. I would even dare to say that it is the most important. Since, it is in charge of the image of the hotel and the comfort of the clients, apart from the qualities already mentioned above. These professionals are also know as room attendants, cleaners or maids. This job is just as valuable as any other and must be respected and not belittle, any of the team thinking they are more than others. All hotel employees are the same without difference. Housekeeper are the ones who ensure that our business does not become dirty and unpleasant in the eyes of others.
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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?


	
Room was not clean correctly. Housekeeper fail on their task. So, that could be a problem for the hotel image.

	
Customer satisfaction was not achieved. We deliver a poor service.
Room was not properly cleaned.
	
I will offer to change their rooms with the same characteristics.
	
As a promote leader I will check each room with a check list of all the things needs to be in order to deliver a successful work.
	
Allocate  the rooms evenly. So housekeepers will not get so tired and will do their job correctly.

	


	
	
Send a member of the housekeeping team straight away to their room to clean.
	
	
As a new leader I need to reunite the team and see where the problem comes from.




Component Three:
Contribution to Overall Module Assessment: 50%
Your task is to create and prepare a presentation following the detailed scenario provided below.


	
· Cleaning is the process of removing and disinfecting dirt.
·  Cleaning something with a chemical in order to destroy bacteria.



	Training Notes: What is Cleaning? Disinfection? 

	
· Cleaning is a very important job like any other.
· Housekeeping is one of the key functions in the hotel industry.
· Nobody wants to sleep, stay or eat in a dirty place.
· Comfortable, clean and attractive atmosphere makes customers happy.



	Training Notes: Importance of Cleaning / Housekeeping 

	
· Cleaning prevents the spread of bacteria and virus.
· Preserve the assets, furniture, image hotel etc.



	Training Notes: Why we Required Cleaning

	
· Surfaces.
· Corners / Edges.
· Hidden places.
· Hard to reach areas.
· Remove any Debris from shower



	Training Notes: Main Elements of Cleaning

	
·  Each  cleaning process in the quickest possible time to highest standards and with due consideration of customer 





	Training Notes:  Principles of Cleaning




	
· Blue: general low risk areas: mirrors etc
· Green:
· Red: toilets
· Yellow: isolation area

Also removing any hair it may be left on floor or bed. 


	Training Notes: Colour Coding of Cleaning Tools and clothes

	
· Acid Chemicals
· Neutral Chemicals
· Alkaline chemicals
· Degreasers 


	Training Notes: Cleaning Agents / Chemicals 

	
· Risk: a situation involving exposure to danger.
· Hazard: is the potential of substances activity.


	Training Notes: Risk / Hazard. 

	
· Vacuum 
· Sweeping
· Emptying trash





	Training Notes: Housekeeper Task 

	
The linen use at the hotel facilities should be storage in separate room to avoid any danger.  Linen is very danger and can cause fire. 


	Training Notes: The danger of linen 
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