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Working in a housekeeping team requires a combination of technical skills and personal qualities. Here are some of the important skills and attributes of a housekeeping team.
The primary skills required when working in a Housekeeping team: are discretion, diplomacy, politeness, good communication skills, honesty, attention to detail, planning and organising, customer focus, teamwork and excellent physical condition. As a part of the housekeeping team, you have to be trained in what your duty is, how to follow the rules set by the hotel, and how to use the equipment provided in order with the health and safety procedure. 
The theoretical knowledge can be applied in the hotel industry when working in a department like housekeeping to help you understand the duty, learn more quickly, and apply all knowledge. The theoretical knowledge helps the staff to use the health and safety rules. As you work in a housekeeping team, you need to be a team player and have endurance because it is demanding. Being polite and positive during your shift is important as you meet the guest and be receptive to the customer's requests. The housekeeping team need to have substantial knowledge and skills in the following area. Before starting work, it is essential to prepare your trolly and have everything you need for the day; this helps you have good time management and personal performance.
Cleaning and sanitising: good understanding of the cleaning technique, tools and products is essential. This includes effective cleaning agents and maintaining high hygiene standards.
Time management: housekeeping team need to manage their time and respect the specific schedule efficiently.
Attention to detail: this is crucial in housekeeping to ensure all areas are clean. When you notice even minor cleaning issues and address them promptly. 
Teamwork and collaboration: housekeeping often involves working as part of a team. Strong communication skills and cooperation are essential.
Organisational skills: keeping track of supply, maintaining inventory and organising cleaning equipment and tools are essential aspects of housekeeping.
Knowledge of the safety procedure: Understanding and following are critical in housekeeping to prevent accidents and maintain a safe working environment.
Adaptability: housekeeping team members may encounter different situations and challenges daily. Being adaptable and flexible allows them to adjust their approach, prioritise tasks and handle unexpected situations effectively.
Integrity: housekeeping team have access to private spaces and personal belongings. Being trustworthy, maintaining confidentiality and respecting the guest’s privacy are essential qualities for the housekeeping professional.
In conclusion, the skills and attributes can vary depending on the unique requirement of the housekeeping role and the industry to serve.
The daily briefing is crucial as having a complete understanding of your task for the day and respecting the requirement for each room and the deadline.
Also, it is essential to follow the guideline and have a copy of the procedure with you at all times during the day to be sure that you follow the instructions. Considering all these aspects, the cleaning process will be done correctly and safely. The housekeeping team need to communicate and help each other with some tasks. As a housekeeping member, to make your day easy, you have to take time in the morning before starting the cleaning to prepare your trolly with all the necessary cleaning products and linen. The hotel procedure also helps you by providing you with a paper with all procedures that you need to complete the housekeeping, such as what you need to do when you go in the room and what you are doing when you come out of the room. You also need to be flexible doing the room that is more urgent when your manager asks you if one client come early that preview.
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – You have just been promoted to the team leader for a floor within the hotel. A guest complained that their room had not been proprely 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 find not cleaned by the guest.

	Human error: housekeeping staff need to catch certain areas due to distraction or time constraints.

	Apologise and acknowledge: I would personally go to speak with the guest that made the complaint and sincerely apologises
	Enhanced training: I would conduct comprehensive training for the housekeeping team to ensure they understand the cleaning procedure.
	Performance Recognition and Rewards: Implementing a system to reward performance is essential for boosting motivation and morale.

	

Training Issues:
	Lack of training: insufficient  or inadequate  the staff does not understand the procedure for cleaning 
	Clearly defined roles and responsibilities: ensure that each team member knows their commitment.
	The training will cover all the aspects of room cleaning.
	Regular training and skills development: a session for the team member helps improve their knowledge about the technique and procedure of cleaning.

	
Standard Operating System:

	Equipment or supply issues: lack of proper equipment
	Investigation: I would ask the guest for specific detail about the area needing to be cleaned.
	Standard Operating System(SOP): I would review and update the existing SOP.
	Effective communication channel: is crucial for smooth coordination and information sharing

	


	Communication: lack of communication between team members 
	Team meeting: I will convocated the team responsible for cleaning the room.
	
	This can be done through regular meetings by the team member and floor manager. Also, a daily briefing is essential.
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Contribution to Overall Module Assessment: 50%
Your task is to create and prepare a presentation following the detailed scenario below.

As the floor housekeeping manager and given the recent guest complaints, you need to put together an 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: 
Purpose of the training: to increase our housekeeping team performance achieve the brand standard, and prioritise health and safety.


	Training Notes:

	
Importance of housekeeping: highlight the significance of housekeeping in guest satisfaction and overall reputation.
Empathise the impact of clean and well-maintained rooms on the guest experience.


	Training Notes:


	Brand Standards: explain the specific brand standard and guidelines we must adhere to.
Cover areas such as cleanness, hygiene, room setup, amenities and guest interaction.


	Training Notes:

	
Cleaning technique and procedure: discuss the correct cleaning procedure for various areas in the room, including floor surfaces, furniture and fixture.
Provide specific guidance on how to use different products for different surfaces.
Attention to detail through all processes of cleaning.


	Training Notes:

	Quality control and inspection: explain the importance of quality control and inspection.
Describe the process for conducting regular inspections to ensure adherence to the cleaning standard.
Provide tips on how to conduct self-audits to improve personal performance.


	Training Notes:
	



	
Health and safety procedure: outline the safety procedure that must be followed.
Cover topics such as proper handling and storage of cleaning chemicals, using personal protective equipment(PPE) and safe lifting technique.
Highlight the importance of reporting any hazards or incidents promptly.


	Training Notes:

	
Time management and prioritisation: discuss the importance of time management in housekeeping operations.
Provide strategies for prioritising tasks, organising the workflow and meeting deadlines.
Share tips for efficient and effective time utilisation.


	Training Notes:

	Communication and teamwork: recall the importance of communication within the team and other departments.
Highlight the benefit of teamworking and collaboration to achieve the commune’s goals.
Encourage open communication, active listening and mutual support.


	Training Notes:

	Guest interaction and customer service: discuss the role of the housekeeping team in providing excellent guest service.
Provide guidelines for positive guest interaction, including being polite, responsive and accommodating. 
Discuss handling guest requests and complaints professionally and address them promptly.


	Training Notes:

	
Recap and next steps: recapitulate the critical point cover in the training.
Underline the team’s importance in upholding the brand standard and maintaining guest satisfaction.
Share any upcoming initiatives or upcoming training opportunities.
 




	Training Notes:
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