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To work productively in a housekeeping team a range of skills are required to efficiently conduct operations, maintain cleanliness, and support guest requests. 

The most important and necessary skill for housekeeping staff is quality knowledge of cleaning techniques and products. Most of the duties and responsibilities for a housekeeper revolves around cleaning and maintenance. Therefore, being familiar with the proper cleaning techniques, equipment and products is highly beneficial to be able to productively support the team (Indeed Editorial Team, 2022). Housekeeping staff need to have knowledge on how to safely use cleaning products and machinery to avoid damage and ensure proper cleaning is taking place. 

Strong and effective communication is crucial in a housekeeping team, team members need to be able to effectively coordinate tasks, report issues and frequently liaised with one another (Bardi, 2003). Housekeeping staff should be able to communicate clearly to ensure smooth flow of operations and ensure the correct information is shared. 

A key skill for all housekeeping staff is a keen eye for details. Housekeeping staff need to be able to pay close attention to cleanliness, organisation, and proper arrangement of items (Indeed Editorial Team, 2022). I work within a restaurant setting and part of my responsibilities includes ensuring all plates of food are presented well to attract the attention of the customer. By doing so it ensures that brand standards are maintained and playing close attention to details is crucial for identifying and addressing issues promptly. 

Housekeeping is physically demanding therefore a key quality to possess is stamina and strength. Housekeeping staff must perform tasks such as lifting heavy objects, standing for long periods of time, and using heavy cleaning equipment (Brody, 2016). Strong physical fitness will make completing the role easier and allow for more productivity. 

A vital skill for any housekeeping professional is good time management. It is vital that all tasks are completed in a timely manner to ensure smooth flow of operations for other departments. Housekeeping staff need to be able to manage their workload, prioritise task and meet all set deadlines effectively and simultaneously provide high quality work. 

Housekeeping team consists of many different roles such as floor supervisors, room housekeepers and managers. Therefore, a key skill to possess is being able to collaboratively work as part of a team. It is important to have strong teamwork skills to ensure smooth flow of operations and to be able to deliver excellent guest service (Hayter, 1997). Being able to work well and contribute positively within a team will create a warm working environment which will positively contribute to the hotels reputation and demonstrate to guests the high level of professionalism of the hotel brand. 

Furthermore, another vital skill for all housekeeping professionals is problem solving abilities. There are many challenges that will arise daily such as guest issues or request, maintenance issues or emergency crisis. Being able to address these challenges with efficient problem-solving abilities is essential. Being able to calmly resolve issues, think critically and find the best solution possible will ensure that brand standards are being maintained and guest safety and experience is being taken in consideration (Engeset & Heide, 1996). This is a skill that is useful for career development as it can be easily adapted to any other environment. 

Another key skill is strong organisation skills, all housekeeping staff need to be able to manage their workload effectively such as cleaning schedules, stock supplies and storage areas. Being able to organise this well will contribute to smooth functioning of operations and can be useful to support with time management. Organisation of your workload plan is the foundation of all other skills. 

Another skill for housekeeping staff is adequate IT and Computer skills, more and more of hotel operations utilise technology to support with productivity and functioning. Therefore, it is essential to have proficient IT skills to be able to utilise software’s that are managing cleaning schedules, inventories as well as training policies. This is a well-recognised skill that can be utilised in other areas to help with smooth flow of operations. 

Working within the housekeeping team requires being able to complete multiple tasks simultaneously. Therefore, multitasking skills are highly essential. Being able to handle various tasks shows proactivity and patience as this can be mentally and emotionally demanding. Being able to clean guest rooms, whilst responding to guest queries and managing stock are just some examples of task that overlap. 

Whilst a lot of these skills are important, housekeeping staff can utilise online training to support with acquiring new skills and developing within their roles. 
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Component Two: In this scenario – You have just been promoted to team leader for a floor within the hotel. A guest complained 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?


	Poor dusting of surfaces within guest room



	Inadequate supplies to complete tasks, poor time management and planning to do supply checks. 

	Apologies to the guest for the inconvenience caused, show empathy, and tell them the issues is going to be addressed. 
Investigate the issues and find out who was the staff involved and examine the room. Do not assign blame and approach this objectively. 
Rectify the issues and request housekeeping to attend to the room again and dust all surfaces. Also do a quality inspection on other areas to ensure nothing else has been missed. 
Once it’s been resolved, ensure to ask if the guests would require any additional services to make them feel more comfortable. 
	Analyse the root cause of the problem and identify any underlying issues or gaps in the housekeeping. Consider whether additional training, revised procedures, or enhanced communication protocols are needed to prevent similar incidents in the future.

	Following the incident Share any findings and recommendations with the housekeeping team to ensure collective growth and development.


	Improper sanitation of the guest toilet and bathroom




	Potentially no PPE available or supplies to clean. Housekeeper forgot to attend to this area of the guest room due to busy season or due to handling other tasks. 

	Address the guest complaint seriously and be sure to be empathetic and reassure the guest that this issue will be resolved. Check with housekeeping supervisor if there is efficient number of PPE available to complete the task. Request for housekeepers to rectify the issues and ensure quality check is completed once cleaned. 
Again, apologies to the guests and inquire about their overall experience and confirm that their concerns were addressed
	Conduct proper training or online training for housekeeping staff who are responsible for cleaning toilets and bathrooms. 

	Provide cross training for housekeeping staff so in events of busy hotel periods other staff can support with housekeeping tasks.  




Component Three: Contribution to Overall Module Assessment: 50%
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: 
Hello everyone, following recent guest complaints. This training is being delivered to talk about the importance of enhancing and maintaining Housekeeping Excellence. 
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	Training Notes:
 The topics we will be discussing today are The importance of housekeeping, common guest complaints, Hotel Trinity’s brand standards, the cleaning and maintenance procedures, Health and Safety procedures, Quality Checks and Inspection and Handling Guest Complaints.   
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	Training Notes: 
Housekeeping plays a huge role in the way guest services are provided, one of the main reasons a guest will choose a hotel is based upon its level of cleanliness. It is important Housekeeping maintain a good level of cleanliness to ensure that a positive hotel reputation is displayed and encourages guests choose Hotel Trinity for their holiday or business stays. If this is maintained guests are more likely to share positive reviews online regarding the hotel and thus positively highlighting the brand image. 
Housekeeping is also an essential part of hotel operations; all departments have a role and function to ensure smooth flow of operations. Housekeeping form the foundation of all operations (Bardi, 2003) 
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	Training Notes: 
It is important to note the most common types of guest complaints for example, improper sanitation and cleaning of guest bathrooms, poorly made beds, inadequate dusting of surfaces and poorly stocked rooms. 
By knowing the cause and problem for complaints it is easier to find the solution and address why this takes place to begin with, this could be either a lack of preparation or poor time management, all of which can be easily rectified through proper training. 
Having guest complaints can negatively impact upon the hotel’s reputation and overall success, therefore its essential we promptly resolve complaints (Rai, 2020). 
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	Training Notes: 
To deliver great forms of housekeeping it is important to keep in mind the following brand standards. 
- Cleanliness and maintenance
- Great hospitality
- Safety and security
1. High room standards
By maintaining and adhering to each it will help the delivering of excellent housekeeping such as ensuring the rooms are visually attractive and clean will satisfy guests and produce high room standards (Jones & Martin, 2007)
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	Training Notes: 
To help improve or revising cleaning and maintenance skills, colleagues can review the standard operation procedures available for all the different types of cleaning and maintenance tasks such as properly dusting surfaces, how to organise bedding etc.
Housekeeping staff can also consult other team members or supervisors for support and advice regarding certain tasks to understand if they are in line with regulation. 
It is also important that the proper cleaning supplies and equipment is used to avoid improper practices and safety concerns. 
When cleaning it is important to be through, pay close attention to details to avoid mistakes and be consistent with techniques (Coffey, 2020) (Helberg, 2022).
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	Training Notes: 
All employees must follow health and safety regulations when conducting any task that can pose a potential risk to one's health or others. This will ensure that the working environment is safe for fellow colleagues as well as for guests who are staying within the facilities. 
It is important to use PPE where necessary, this will ensure there is no cross contamination or risks of infections or diseases. Since COVID-19 there has been a higher emphasis on using PPE in professional settings to protect the public from diseases (Fritz, 2021) 
Working within housekeeping requires being physically active for long periods of time, therefore it is important to follow proper ergonomic and lifting techniques to ensure your personal safety is protected.
Housekeeping requires frequent use of chemical products and equipment's; therefore, it is necessary to have proper training on how to dispose of hazardous waste and materials. There are resources available to learn more on hazardous wase and materials. 
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	Training Notes:

It is important that supervisors and managers conduct regular quality inspections with all team members present to ensure that the proper methods and techniques are being followed. This will ensure that the high standards are being maintained and can be used to support and develop areas that are problematic or causes for guest complaints (Wood, 2023)
Housekeepers can also conduct self-inspections and utilise checklist to ensure they are on track with all tasks. It is also vital to report issues with any housekeeping tasks to ensure the correct resolution can be attained.
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	Training Notes:
Regardless of maintaining excellence, guest complaints can still happen, therefore it is important to be empathetic and listen to the guest to understand how you can resolve the issue, assure the guest that it is being seen to and follow the proper guidelines of handling guest complaints and seek support from management. It is vital that all matters are documented appropriately to protect both staff and guests (Avkan, 2018) (O'Fallon & Rutherford, 2016)
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	Training Notes: 
That concludes the end of this training, any questions?
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