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Key skills in the housekeeping team first and foremost requires working in a team, an effective Team Player whilst in collaborative involvement with others part of your team allows efficiency to producing better outcomes (Haas, Mortensen, 2016).  Also ranking high amongst particular skills needed for this role are Interpersonal skills pertaining to building good working relationships in therefore maintaining effective lines of communication to the workplace (SkillsYou Need.com, 2023), whereas a breakdown in communication(s) often result in loss of business, as responsibilities are neglected &c., so Communication Skills are vitally important and an implicit necessity, as indeed with most industries.  Furthermore, housekeepers who do perform well are meticulous in their role and approach given to doing jobs with an Attention-to-Detail as such are detailed-orientated to therefore being as effective also efficient in anything they set out to do and achieve.  Further key to the housekeeper role is Time Management Skills enabling punctuality, prompt conduct of behaviour and good organisation to having a pro-active attitude.  So Organisational Skills as the most important of proficiencies to have in the workplace (Chand, nd) whilst being organised assists to meeting deadlines, in addition to taking charge of their role ahead and responsibility (Indeed, 2022) as well as degree of Flexibility Skills are also needed as part of the housekeeper’s extended role – for example, the urgent need to clean rooms at different intervals, as indeed hours of the day/night (which may in turn be required to work overnight or during the early hours of the morning) whilst, of course, in busy full to the capacity hotels, as guests await their rooms to waiting for other guests whom due to check out such at the interim to vacating rooms and enable housekeeping, thus flexibility of their role allows members of the housekeeping team to be available for more jobs and potentially increasing their wage given to overtime pay/bonus.








What follows is the current job description to Premier Inn’s housekeeping team given to day-to-day responsibilities they carry out when cleaning the guest rooms in the main, this includes the duties I performed in housekeeping when on Placement:-

(1) Strip Bedding - even if it would appear the bed has not been used or not slept in, the housekeeper is required to strip away bedding replace with fresh clean linen
(2) Dusting & Wipe Clean All Surfaces with Cleaning Solution
(3) Vacuuming
(4) Clean Mirrors Use of Cleaning Solution
(5) Clean Bathroom – Shower Unit & WC, wiping down surfaces including wall tiles with use of the cleaning solution
(6) Replace Shower Curtain
(7) Replace All Towels
(8) Check Any Buildup of Mould on Shower head etc
(9) Replenish All Complementary Items

Additionally, it is the responsibility of housekeepers are required to check all things in working order - whilst noting down any maintenance issues to be reported as appropriate].  Aside of guest rooms, the housekeeping staff are further responsible to maintaining all corridors & stairways throughout the hotel and all other sections of the hotel as and when required necessary.

Other housekeeper duties involve the in-house laundry at Premier Inn, this for domestic washing of housekeeper uniform etc..

Benefits to housekeeping are substantial and innumerable for the quality of care & service of cleanliness & hygiene throughout the hotel environment, below are just a few examples given to importance of housekeeping:-
· Less Hazards & Accidents
· Improved Hygienic Conditions Leading to Better Health
· Preventative Maintenance Measures & Control
· Pest Detection
Housekeepers thus perform an important role for hospitality purposes to contributing to the overall health & safety standards of the hotel and hygiene purposes to maintaining the level of professional cleanliness as expected in hotels, which in turn contributes well to the quality of care & service standards reached (Karamjeet, 2019).  Housekeeping and cleanliness are therefore visible indicators for general standards of quality of service at Premier Inn and, indeed, for the workplace by the same indicator, which shows Premier Inn housekeepers do take pride in their work to maintaining the very quality of service & care for their guests and environment as required, as standards of such cleanliness often give first impression to guests upon entering the hotel and in turn influence their decision to return again.

The facilities service of delivery in housekeepers and professional standardisation to industrial and/or professional cleaning methods used above shown are in line with SOP – Standard Operating Procedure, as all housekeepers acquaint themselves with this procedure and professional standards in line with Premier Inn’s company policy and further core skills involvement.  Thus, housekeepers become trained & skilled to stimulate automation to professional cleaning, in addition to any resource allocation to housekeeping staff serves to ensure adequate resources are made available to equip all housekeepers with the broad range of skills also knowledge and technical know-how given to resourceful training & development of their role to keeping housekeepers up-to-date with contemporary involvement of their role. 
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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 left partly clean, as the guest complained he had found some dirty used towels left in the bath-tub, further disgusted by the debris of hairs as could be seen around the wash basin, as subsequent investigation to this matter revealed, whilst the  bedroom area was in fact of the matter cleaned properly (and,  evidently having been done so to the appropriate standards), it was clear from the evidence, however, the omission made to the bathroom not having been cleaned at all (whilst not due to any of the housekeeping team but of the front desk agent
	Housekeeper’s sudden leave of absence (whilst due to her child from school having been taken into emergency and is required to join her child at the hospital),   it is noted the housekeeper left in a distressed state, although was only able to partly clean the guest bedroom in question and had done so fully pursuant to SOP standards as required or as was indeed expected of her (Gov.uk., 2023), there was no blame on the housekeeper as her supporting documentation was evidenced in order    
	Foremost to reprimand the front desk agent, whilst it is established and concede  the error made is ought to then assume responsibility in full to the error caused by her on her watch

Send out memorandum to notify line managers of the intention to implement new preventative measure 
	The Implementation to new preventative & secure measures (Law Insider, 2023)
	• All Organisational
   Support
• Team Self-Assessed Skill
• Goal Agreement
• Task Alignment 
• Team Autonomy
• Info Help & Support
(Marsteller, 2013) 

	As it was the front desk agent’s firm and direct responsibility to ensure rooms they are to issue to guests have been cleaned properly  and are fully serviced, as all things are functional as in good working order this prior to checking in the guest to their rooms, as such – albeit, it was apparent, however, the rooms as checked off by the front desk agent showing as “ready” after each & every clean completed by housekeepers (and amongst those rooms as being checked off “ready” included the room concerned), as this was clearly evident from the monitoring of such activity by the front desk given to checks recorded show the room status, above 

	
	Set out clear preventative measures to put in place, which is to avoid any such omission to be made again in future
	
	

	Whilst the documentation held by the front desk agent was to clearly show “ready” given the current status of the room, this would indicate how in fact the error occurred and/or who was responsible, as the front desk agent conceded the fact whilst she had attended to each of the cleaned rooms (so she thought  as having been cleaned - whilst not), she’d had therefore erred into assuming the housekeeper had completed all of her rooms shown from the housekeeper’s entitled: ‘Bedroom Allocation List’ as evidenced the room in question was left incomplete, the annotation mark to this as shown clearly recorded by the housekeeper as the supporting documentation show absolved the housekeeper of any error on her part

	
	
	
	

	


	
	
	
	

	


	
	
	
	




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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Training Notes:
Welcome to Premier Inn’s
In-House Training & Personal Development of Employees
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Training Notes:


Following a series of complaints about the general cleanliness of guest’s rooms whilst not being properly cleaned, this training course is compiled for the housekeeping team to ensure the appropriate standards of cleaning are met 
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Training Notes:

This training will be delivered to all housekeepers, those currently on the team as well as employees who will be newly joining the team.

All housekeepers are required to undertake this training project according to professional standards of service & quality of care to ensure housekeepers are up-to-date and fully equipped with the knowledge and technical know-how to meet the appropriate standards of cleanliness
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	Training Notes:
Premier Inn’s Clean Protect Campaign

Delivering highly efficient cleaning methods throughout all of Premier Inn’s hotels, worldwide.
This training & personal development programme of your role ahead as ‘Team Member’ enables you to become an effective team member and integral members of that team

It will allow you to take pride in your work and for the role ahead, the investiture into this by Premier Inn
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Training Notes:

The Standard Operating Procedure
Wherein the delivery of your team member role & responsibilities, in addition to
all of the duties you perform shall be in line with the company policy pursuant to
Premier Inn’s professional standards of hospitality operating procedures
   This in turn serves to protect you legally & economically in the workplace      
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Training Notes:
Sequence of Duties & Responsibilities
This forms part your job description to each guestroom that you enter and a cleaning routine shown given the 10 point programme of steps 1-10 obligatory to complete
FAILURE TO COMPLETE ALL 10 WILL RESULT IN DISCIPLINARY ACTION 
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Training Notes:
 
Training videos will demonstrate the correct way in making the bedding, 
[image: bathroom, very clean - Picture of Premier Inn Derby West - TripAdvisor]which will be kept uniformly the same throughout all guestrooms 

	














	Training Notes:
The bathroom area will be cleaned with different colour coded cloths and cleaning solution D10
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	Training Notes:
Setting up the cleaning trolley with replenishment items


	[image: Premier Inn - YouTube]



The End





                                                                                                                    






	
Training Notes:
This concludes the Premier Inn housekeeping training 
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