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	Housekeeping management is defined as performing tasks to maintain a clean and clear atmosphere in the hotels and managing equipment (Raghubalan and Raghubalan, 2016: Mangco and Andales, 2023). The department is the most essential part of the hospitality sector, cleanliness and proper maintenance enhance customer availability in the hotel. Certain key skills help the housekeeping team to work in the hospitality sector. 
Etiquette and good manners reflect a good character in housekeeping, as they benefit the work with the professionals and develop interpersonal skills (Marneros et al., 2020). With such skills, they are more aware of their professionalism and the way to communicate with the guests. Good etiquette and manner are a sign of respect and courtesy that helps to interact positively and maintain a good relationship with the guests. Politeness and civility provide calmness in the work for the housekeeping, such skill grace the patience level of the worker. It also helps to regulate the work smoothly without causing any disturbance and civility is the act of showing respect and regard to others like guests for being polite and respectful. Civility promotes equal respect for each other while working at the hotels. A pleasing personality in the housekeeping personnel helps to promote the culture of the hotels and provide honest reviews about everything in the hotels. Such personality helps to resolve conflicts when needed in the hotel, customers or guests needed such personality in the hotels for the services. Honesty and dedication in the workplace provide the best quality service in the hospitality sector. Such skills maintain good attributes like discipline, moral integrity, and truthfulness (Tarkang et al.,2022). These skills help the supervisor to gain trust in the housekeeping and being honest portrays the loyalty of the service in the hotel. 
Willingness to be a genuine service provider to help the management in organizing the schedule of the work. A willingness to service graces the importance of the job role of housekeeping personnel and improves the interaction with each other in the hotel. Attention to detail brings knowledge of the work and details that help in better understanding with the peers and the supervisor (Curcuruto et al., 2019). Detail of work provides every cause of work and how to process the work as a team or as an individual. Good communication skills ensure a better relationship with the management and with the customers (Vidak et al., 2022). being interactive with the guest ensure good customer reviews and maintain the brand image of the hotel. Such capabilities also ensure good recognition from the guests as well as from the hotel management. Team working is another essential skill to ensure work is completed timely and in an organized way. This helps to serve customers easily without any pressure and fear of complaints (Jawabreh et al., 2020). Housekeeping personnel must have efficiency in their work, which ensures the productivity and growth of the hotel by regulating the work more efficiently (Casado, 2012). Using limited resources in the hotel and providing the best service to the guests in the hotel ensures efficiency in the work. This helps the housekeeping personnel to achieve career goals with good customer reviews and rewards from the management, efficiency at work gives recognition.
These are the key skills that will improve the personality of the housekeeping personnel and also help the hospitality sector get recognised by the customers. I observe the same in the case of Marriott Hotel that they also follow the same principles and required the same skills as mentioned above. Big hotel chains like Marriott focus on three pillars Marine Conservation, Community Engagement, and Environmental Protection (Marriott, 2023). The culture in Marriott is what makes them one of the premium hotel chains, putting people first, and integrity in serving is the most important rule that the associates follow. Housekeeping must have patience and manners while serving in the Marriott, I also observe that they are confident and very well-spoken, these skills make the housekeeping personnel an important part of Marriott. Marriott focuses on quality people and good communication skills so that they can deal with customers with pleasant personalities. This shows the housekeeping personnel being dedicated and honest to work which helps the hotel to rely on its associates and maintain a good brand image.
This can be concluded from the above discussion that, the importance of housekeeping in maintaining and regulating the hospitality chain is very important. The housekeeping personnel must have a few skills essential for them to regulate customers and guests in the hotels. With good etiquette and manner, the way of behaving with the guest improves the relations with the guest. Other skills like communication, a pleasing personality, a willingness to work, and others have been highlighted. The observation and the way of doing work at Marriott have been discussed with the key skill required for them to work in such hotels.
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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.
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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?

	
Unpleasant Odour from the Room

	Routine clean was not done by the housekeeping personnel
	Communicating with the associates on duty during the time and identifying their accountability. Relocate the guests to relax and ask for some time for refreshing their room.
	Routine check-ups must be done and reported to me and should conduct proper training on daily operations duty for the housekeeping and other associates. 
	Mention the importance of involvement in their work and the benefits. Conduct online training on their off day for 2 hours.

	
Stained bed sheets 

	An irresponsible associate at work forget to change the bedsheets and kept them stained
	Analyse the room’s cleanliness and tell the laundry room associates to make the necessary arrangements.
	Asking the staff directly about such irresponsible work and assist them for doing another training on time management and cleanliness.
	I must provide them with a training session on doing their respective work and failing it must be reported as a concern. Must provide attentive lessons to not repeat the same mistake.

	Unhygienic Toilet 


	Absent-minded staff forget to maintain hygiene and that results in spreading a bad odour smell in the washroom.
	Send reserve associates to clean the washroom and maintain hygiene. Ask the staff for the reason for being irresponsible at work.
	 I must provide a recheck system so that the cleanliness can be measured and checked twice before the check-in of the guests. 
	Daily discussion on cleanliness and doing the work more efficiently. Interactive sessions with the associates will help me stay updated on the checklist for cleanliness.

	
Used plates on the table with bottles and food packages.
	The housekeeping staff ignored the plates as they thought it would be done by the food and beverage department. 
	I will talk with both associates of the food and cleaning department and understand the reason behind it.
	Hosting meetings with both departments will ensure good communication with both departments that can make them work together effectively.
	I will make sure the duties of both departments and will tell both staff of departments about their job roles and their respective duties.

	
Stained glasses 
	Room service ignorance
	I will ensure the room’s cleanliness personally and correct the attitude of staff while working and make them understand their duties.
	I will give feedback to the management for poor performances of the associates and staff can be criticised too.
	I must provide and ensure the staff follows the necessity checklist. The checklist must be followed by every staff to maintain their work during room service.


Table 1: Component Two Discussion

Component Three:
Contribution to Overall Module Assessment: 50%
Your task is to create and prepare a presentation following the detailed scenario provided below.
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	Training Notes: The purpose of training plays an important role from the point of view of Individual employees, it graces the individual awareness of the work and enhances the skill in the area of expertise. The purpose of the training is to make aware colleagues within the housekeeping department to learn about safety standards, employee engagement models, and others. For housekeeping, the important of training enables the skills of time management and ensure how to use different cleaning methods and interact with the guest of the hotel. 
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	Training Notes: These are the few areas that will help the hotel to improve the cleanliness services and how to build a good relationship with customers or guests to receive positive feedback. Employee Engagement role also will help the housekeeping staff in learning how to acquire a pleasing personality and be interactive.
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	Training Notes: While cleaning they need to follow certain guidelines or standards that help them to work according to the process and provide the best service. Seven standards housekeeping staff must follow while room cleaning, the 7S are systematise, sweep, sort, standardise, safety, sustain, and self-discipline. The associates must systemise the procedure of cleanliness so that it is performed systematically. The sweep and sort process ensures cleaning and sorting the things suitably so that it looks better after sweeping. 
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	Training Notes: Sustain the room cleaning process with the best amenities and also the cleaning must consist of physical, chemical, and bacteriological so that it provides safety and concern for the guests. Housekeeping personnel must ensure at the last of cleaning that all the preventive measures have been taken or not, need to check the checklist and also need to provide a fresh houseroom odour (Chatterjee, 2022). Maintaining this standard will help Trinity to generate positive feedback.
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	Training Notes: Certain things that associates must consider in the housekeeping trolley to ensure a cleaner hotel. There must be different bags for garbage, wet and dry. The trolley must consist of multiple shelves so that there is space for other amenities and requirements. Associates should maintain decorum in the privacy of the guest and must knock while coming for cleaning. The organisation must prepare a guest room for cleaning and prepare a housekeeping cart. These are the few areas of cleaning that will benefit Trinity to maintain the housekeeping staff and improve its brand image.
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	Training Notes: This model suggests four factors that will help employees to involve in the work with better-crafted energy that will benefit the organisation to achieve its desired goals. Trinity Hotel must follow this model to achieve its organisational goal using these four methods. 
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	Training Notes: This ensures to stay authentic in the organisation so that it reflects the self-character of the individual working in the hotel (Ramakumar and Priyadarshini, 2021). Getting recognition in front of everyone will boost the engagement and the moral values of the employees. These steps help organisations to maintain employee engagement and promote organisational goals. Thus, only engaged employees can serve the customer better and understand the requirements of the guests. This also helps in maintaining a pleasant personality with good communication skills that will benefit Trinity in getting good customer reviews.

	

[image: ]





	Training Notes: A design for crime prevention on the campus is important and an alert button must be there for alerting the local police (Anderez et al., 2021). This ensures the safety of any intruders or criminals in the hotel. The hotel must ensure fire safety must have fire extinguishers on every floor and should have a fire alarm when required. There must be an Exit in case of fire or any natural issues, and training on evacuation plans must be provided to the associates. 
Health concerns should be a top priority for the hotel management to investigate and must provide quality food and beverages to its customer. Through this, Trinity must follow the measure to keep the hotel guests protected for safety and health reasons.
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	Training Notes: The hotel takes care of cleanliness well and manages its staff accordingly. Guest presence and atmosphere inside are pleasant with friendly staff and they also provide comfortable beds and refreshments that make them unique from other hotels.
They are more concerned about the health of guests and wear PPE kits when needed and are very spacious (Tripadvisor, 2023). This helps customers to believe in the hotel and get the best services in the hotel.
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	Training Notes: With this, a few guidelines have been discussed for the areas of cleanliness in the hotel. The importance of the employee engagement role has been illustrated with the help of the Zinger model of engagement. The importance of health and safety concerns has also been elaborated at the last. In the last, the examples of two hotels from the industry are taken for understanding the role of safety and engagement in the hospitality sector.
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Room cleaning standards

The room cleaning standard should always look up to the

necessity that requires planning and preparation of the
amenities required for cleaning.

With proper cleaning and ensuring the final check the room

cleaning procedure ends, after the final check the checklist
needs to be marked.
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Room cleaning standards — Cont..

= Standardising ensures brand value, amenities that are used in

room cleaning must be of the standard brand (lvanova et al.,
2021).

= Using standard brand products reflects the hotel’s brand image
and graces the trust of the customers.
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Areas of cleaning

= Trinity must focus on their room cleaning parts and must follow
the checklist that will help them in maintaining the room and
following the cleaning standards.

= Hygiene in housekeeping is the most important from the
perspective of the customer view (Mangco and Andales, 2023).

= Associates must wash their hands after smoking, touching

garbage, or toilet, and treating injuries, so that hygiene is
maintained.
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Employee engagement model

« According to the Zinger model of
Employment engagement, the
involvement of employees in the
organisation connects with the
people around them to achieve
better results.

« The four strategies in this model
are Connect, Authentic,
Recognition, and Engage
(Hussainy, 2020).
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Employee engagement model — cont..

= Connecting with the employee in the organisation will build a
good relationship between the employer and the employee (Bao
etal., 2020).

= In case managers get connected with the associates, it boosts
the confidence of the associates in sharing problems and issues.
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Health and safety procedure to be

Trinity staff must ensure the health and safety guidelines are malntalned
followed and this will enable employees and customers feel
secure in the organisation.

It may focus on prioritising security on their campus, for theft
and other security reasons.

Trinity must have a proper hygiene kit and must provide
sanitisation to every floor for making it safe.

Food is also a concern for the hotel to maintain and provide
quality food and the contaminated food should not be used.
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Industry best practices

The Resident Covent Garden is one of the best hotels in the UK
that follows the housekeeping strategy well.

The compassionate staffs provide every service with ease and a
wonderful personality (resident hotels, 2023).

Royal Lancaster, London also provides great views and luxury
services in the hotels with health and safety as a top concern.
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Conclusion

The possible measures that staff of the Trinity Hotel could take
has been discussed in the presentation. the importance of
cleaning and maintaining the rooms has been included.
Maintaining guidelines and a checklist is very important for the
associates to work and perform best in the hotel.
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= Training and Development is the essential part for every
employee to succeed and increase their knowledge of the topic
which enhances their skills (Niati et al., 2021)

= The discussion will be on Trinity Hotel, recently they are facing

issues regarding cleanliness and facing poor customer
feedback.
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Training outlines

In this training, a few skills will help Trinity Hotels to improve
from the issues that they are facing.

The training will be focussing on how to maintain cleaning
standards, and the importance of health and safety procedures,
while cleaning some areas need special attention such as room
odour, and the role of the employee engagement model.





