	
[image: UWTSD new Logo]

Component One:
What are the key skills required when working in the housekeeping team? 750 words (+/- 10%)
Contribution to Overall Module Assessment: 25%
	Student No:
	1912874
	

	
	
Module Title:
	Operating Hotel Facilities
	

	
	Module Code:
	BMIH4006
	

	
	Lecturer:
	Ffion Cumberpatch
	

	
	
	
	

	According to Sitorus and Silalahi (2023), a housekeeper is a maintenance and cleaning employee who works in a business setting or in a private home such as a hotel. Housekeepers are responsible for cleaning both private and public facilities within the organisation. The successful and effective housekeeper is recognised for possessing several key characteristics and features including many soft skills and hard skills. The author has created that knowing those skills can help professionals in securing a job in the hospitality industry. As per the perspective of Arellano et al. (2020), housekeeping skills can be regarded as abilities that enable housekeepers in completing their jobs skillfully and successfully. Commonly their skills range from communication to customer service and it is also dependent on the unique responsibilities of the housekeeper and their workplace. From my experience in working within a Hotel as a housekeeper, staff housekeepers are responsible for performing duty on a regular basis for keeping their work settings clean. From my experience, the typical duties that a housekeeper needs to perform on a daily basis are garbage removal and recycling sweeping and mopping floor vacuuming Carpet cleaning light pictures in bedroom chatting services rooms and other areas within the facility. I have also washed clothes, rolled Towels and bathmats attractively and arrange them in the right place. I have also done cleaning cutlery pots and other supplies as well as restocked lotion soap shampoo toilet paper in the bathroom after getting notice of arising against in the facility. 
In my opinion, there are several housekeeping skills that are required to become a successful housekeeper that I have learnt from my superiors at work during my internship and these Heels are time management skills, communication skills, flexibility, interpersonal skills, attention to detail, customer service, housekeeping hard skills and honesty (Marneros et al. 2020). While walking as a housekeeper staff in the hotel I have to work in small groups or work alone and all the tasks required to be completed within a specified set of time as a specified set of tasks were given to me on a basis. My time management skills have helped me a lot in completing my task one time and I also got benefited from being able in effectively managing work schedules at my workplace. My time management skills have also helped me in managing my time effectively and especially avoiding delays for it I have taken significant approaches such as arriving on time for cleaning appointments and completing my duties within the specified time frame. My ability in providing greater attention to detail has benefited me in several ways at my workplace as it has helped me in becoming effective in my own profession and successfully performed at my job. My special attention to detail has helped me in many tasks such as cleaning floors and windows and organising various household objects. In a hotel, housekeepers are responsible for interacting with a variety of guests on a daily basis I also have to interact with many guests daily and it helps me to evaluate that I need to enhance my communication abilities as it and benefit me from being able to navigate with interaction with the gas in a polite and appropriate manner. The communication skill would also help me in communicating clearly with my other team members (Carlisle et al. 2021). Through effective communication skills, I would be able to assist with requests of the guest regarding personal supplies such as soap Towers toilet paper and similar products and can also help them to address concerns about services and facilities that certainly do not meet the expectation of the guests. All these skills are required in every aspect while working as a house cleaning staff at a company. 
From my experience, I have also evaluated that the housekeeping staff need to attain greater interpersonal skills as they have to engage with their clients frequently and these interpersonal skills can benefit the housekeepers in being able to work effectively with other professionals as well. In the current business scenario, employers in the hospitality industry also expect housekeepers to possess interpersonal qualities such as good collaboration skills, dependability and accountability (Marneros et al. 2020). My interpersonal skills have helped me in listening effectively and answering appropriately with guests as well as my team members and enabled me to work effectively at my workplace. In my opinion, flexibility can be regarded as another measure characteristic that needs to be adhered to by housekeepers. I have to work a variety of schedules within a day depending on the requirements of the client and my adaptability has helped me in taking on additional duties which have significantly helped me in earning more money. Another major and most important housekeeping characteristic of working as a hotel staff is customer service and, in my opinion, housekeepers need to acquire excellent customer service abilities as a significantly help them in becoming successful in their careers.
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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?


	The guest has complained that the room They have been staying is not properly cleaned.


	Evaluating the complaint of the guest I have concluded that it is completely the negligence of the housekeeping staff working in my team as they have to become more responsible and need to provide attention to details specifications and minute things like while cleaning rooms.
	I would significantly take strict action, as per which at first, I would make arrangements for the guest and would clean the room as per the liking of the guest as soon as possible. After that, I would identify the team members who are responsible for cleaning the room and bathroom. I would give them a warning if it is the first time, they have made such a mistake or else I would report them to the management for negligence which can significantly affect the reputation of the hotel (Panina et al. 2020). I would provide extra training to my team members regarding how to clean the rooms effectively and would also recommend they cross-check the rooms after cleaning at least two times and ensure that the room and the bathrooms and other places have been cleaned appropriately. I have learned this from a hotel I have been staying during my family vacation at Texas. The cool and calmness of the hotel manager helped in understanding how to prioritise customers at the workplace. 
	In future, I would also check that my team members have done the cleaning appropriately or not even with other things such as whether they have made the bed appropriately or not and while I can ensure that they have cleaned as well as have their job appropriately and such incidents can be prevented in future (Alwadood et al. 2021).
	I would significantly introduce some objectives and transparent performance management to my team members. An evaluation and Measurement system that can only chat about the number of mistakes and completed tasks would be utilised for measuring the performance of the employees. In addition to it, I would also utilise key performance indicators and would make the key performance indicators to be transparent (Panina et al. 2020). I would coordinate the data regarding the number of clean rooms and reported errors with the term like average workload and number of guests per room.  This data would be significant and help in providing a cleaner and more objective picture of the rooms.




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: Housekeeping has been regarded as a department responsible for maintaining and cleaning Hotel premises which include guest rooms, public areas, swimming pool lobby and other areas within the Hotel premises and this department is not effectively visible to the guests. The housekeeping department by keeping the environment hygienic and clean. This department has been working to give a pleasant look to the hotel. Therefore it can be stated that housekeeping plays an important role in maintaining the reputation of the hotel by satisfying customers significantly.

	[image: ]

	Training Notes: The hotels provide accommodation to the gas and this is the main source of revenue generation within the hotels and the housekeeping department is responsible for taking care of all the rooms which is the largest department in hotels. The services provided by the hotels to its customers such as laundry and dry clean facility for guest clothes and shoe polishing facilities are all done by the housekeeping department. Even the housekeeping department places an important part in making the hotel environment to be comfortable for the guest and to also offer specialised services.
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	Training Notes: Housekeeping has been regarded as the backbone of Hotel and the department is responsible for maintaining and keeping the entire hotel. The first reflection of the housekeeping department is how the department can maintain cleanliness and hygiene around the surroundings. Hotel Sanad function without these department as the department is responsible for overlooking everything from room to gas fabric areas linen laundry floral arrangement Horticulture maintaining housekeeping missionaries with a significantly becoming high-tech with technology advancement. 
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	Training Notes: Hotel cleanliness has become one of the most decisive and important factors in hospitality business in the current aspect. The quality of sanitization standards and cleanliness has a greater impact on travellers and it also is essential in balancing the reputation of the hotel. From a recent study conducted by American hotel and logic Association while booking hotels for guest in hand hygiene practices and cleaning practices has ranked as the second most important factor.
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	Training Notes: It has been also that specially in the post pandemic situation the Travellers whale worldwide has become more concerned with cleanliness and hygiene. Travellers have been trusting hotels which have been providing greater emphasis on safety and health. A less than ideal Hotel environment specially issues with cleanliness has been significantly driving negative reviews from the gas and it has been significantly impacting the course of future bookings and revenues of the hotel. In addition to that the government and industry has also imposed new sanitization measures and cleanliness measures which has become a greater responsibility for the hotel staff and has also provided incredible opportunities to the hotels for building confidence and trust with a positive reputation that can restart their business.
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	Training Notes: One of guests have stated that cleanliness is the most important thing cleanliness is the most important thing for hotels to offer their guest and despite of stars of a apartment or hotel Complex the hotels need to provide more emphasis on making their apartment cleaner. Even one of the guests has reported that he was very disappointed with the cleanliness of his room. He has even reported that he did not obtain any emphatic from the staff after reporting of the uncleanliness of the room. Therefore currently the hotel has been getting many negative reviews specially regarding to the cleanliness.
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	Training Notes: The housekeeping needs to consider following the measures said by the hotel industry. The housekeeping staff need to ensure that all the rooms and other surroundings of the hotel apartment are kept orderly and clean and in a sanitary condition. The staff specially need to concern themselves with dust as many guests have allergies and it can negatively impact the hotel's reputation. The staff need to clean the rooms and surroundings properly and sanitise the room after cleaning. The housekeeping needs to use disinfectant and air purifier to ensure the dust removal from the rooms and ensure safety and health of the guests.
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	Training Notes: The housekeeping staff need to recognise potentially hazardous conditions and also need to take actions before the hazardous situations cause injuries like Falls, strains or Sprain. The housekeeping staff need to identify messy floors slippery walkway wet floors equipment left out in the way, as this can cause significant injuries to the guests and can cause severe physical hazards to the guests. It is also recommended to the housekeeping staff to understand the best practices to handle Chemicals material handling proper personal protective equipment selection and fall prevention to ensure their safety as well.
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	Training Notes: It is recommended to the housekeeping staff of the hotel to follow the safety measures and cleanliness within the hotel to ensure safety of both staff of the hotel and the guests. Following the measures the housekeeping staff need to clean up the spills immediately as it can cause severe injuries. They also need to keep the stairways and Pathways to be clear as this can cause potential safety hazards. The housekeeping staff also need to ensure fire hazards and need to have knowledge on remedies of fire hazards.
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	Training Notes: From the discussion it has been concluded that currently the hotel has been experiencing some issues due to cleanliness. The discussion has also stated that Hotel cleanliness has a significant impact on the reputation and indirectly impact revenue generation capability. It is also recommended to the housekeeping staff to understand the best practices to handle Chemicals material handling proper personal protective equipment selection and fall prevention to ensure their safety as well.




References
Alwadood, Z., Noor, N.M. and Mainor, N.A., 2021. An optimization model for hotel housekeeping personnel scheduling in pandemic outbreak. Menemui Matematik (Discovering Mathematics), 43(2), pp.83-92.
Arellano, S.M.B., Baluya, J.A.C., Capili, J.B.A. And Manjares, J.P., 2020. Crafting An Industry-Sensitive Syllabi: The Case Of Front Office And Housekeeping Subjects Of Hospitality Management Program Of Cavite State University-Ccat Campus.
Bardi, J.A., 2021. Hotel-Front-Office-Management.
Carlisle, S., Ivanov, S. and Dijkmans, C., 2021. The digital skills divide: evidence from the European tourism industry. Journal of Tourism Futures.
Davras, Ö. and Caber, M., 2019. Analysis of hotel services by their symmetric and asymmetric effects on overall customer satisfaction: A comparison of market segments. International Journal of Hospitality Management, 81, pp.83-93.
Giousmpasoglou, C., Marinakou, E. and Zopiatis, A., 2021. Hospitality managers in turbulent times: the COVID-19 crisis. International Journal of Contemporary Hospitality Management, 33(4), pp.1297-1318.
Marneros, S., Papageorgiou, G. and Efstathiades, A., 2020. Identifying key success competencies for the hospitality industry: The perspectives of professionals. Journal of Teaching in Travel & Tourism, 20(4), pp.237-261.
Olimovich, D.I., Bakhtiyorovich, T.M. and Salimovna, N.G., 2020. Improving of personnel training in hotel bussines. Academy, (2 (53)), pp.18-19.
Panina, Y., Germond, A. and Watanabe, T.M., 2020. Analysis of the stability of 70 housekeeping genes during iPS reprogramming. Scientific reports, 10(1), p.21711.
Sitorus, F.R. and Silalahi, W.P., 2023. Learnt And Perceived Professional Role: A Focus Group Discussion of Tourism Students’ Internship In A Hotel. Journal of Teaching in Travel & Tourism, 6(1), pp.159-170.


image3.svg
                                 INTRODUCTION  Department responsible for maintaining and cleaning Hotel premises  Include guest rooms, public areas, swimming pool lobby and other areas within the Hotel premises ( Bardi , 2021 ) Maintains the reputation of the hotel by keeping the environment hygienic and clean       


image4.png
HOUSEKEEPING DEPARTMENT IN -
HOTELS

Hotels provideaccommodationto the gas and this is the

main sourceof revenuegeneration

Housekeepingdepartmentis responsiblefor taking care

ofall therooms which is the largestdepartmentin hotels

Services providedby the hotelsto its customerssuchas
laundryand dry clean facility for guestclothesand shoe
polishingfacilities (Olimovich ez al 2020)

Housekeepingdepartment places an important p
environme comfortablefor the




image5.svg
                  HOUSEKEEPING DEPARTMENT IN HOTELS  Hotels provide accommodation to the gas and this is the main source of revenue generation  Housekeeping department is responsible for taking care of all the rooms which is the largest department in hotels  Services provided by the hotels to its customers such as laundry and dry clean facility for guest clothes and shoe polishing facilities ( Olimovich et al . 2020 )  Housekeeping department places an important part in making the hotel environment to be comfortable for the guest  
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                  IMPORTANCE OF HOTEL CLEANLINESS  Specially in the post pandemic situation the Travellers whale worldwide has become more concerned with cleanliness and hygiene  Travellers have been trusting hotels which have been providing greater emphasis on safety and health ( Bardi , 2021 )  Government and industry has also imposed new sanitization measures and cleanliness measures which has become a greater responsibility for the hotel staff  
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                TIPS FOR EFFECTIVE HOUSEKEEPING  Needs to consider following the measures said by the hotel industry  The staff need to clean the rooms and surroundings properly and sanitise the room after cleaning Needs to use disinfectant and air purifier to ensure the dust removal from the rooms and ensure safety and health of the guests ( Davras and Caber, 2019 ) 
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                    SAFETY AND SECURITY MEASURES IN HOUSEKEEPING  Need to recognise potentially hazardous conditions and also need to take actions before the hazardous situations cause injuries like Falls, strains or Sprain  Need to identify messy floors slippery walkway wet floors equipment left out in the way To understand the best practices to handle Chemicals material handling proper personal protective equipment selection and fall prevention to ensure their safety ( Giousmpasoglou et al. 2021)   
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                                 RECOMMENDATIONS  To the housekeeping staff of the hotel to follow the safety measures and cleanliness within the hotel to ensure safety of both staff of the hotel and the guests  To clean up the spills immediately as it can cause severe injuries ( Bardi , 2021 ) To keep the stairways and Pathways to be clear as this can cause potential safety hazards       
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                CONCLUSION • Currently the hotel has been experiencing some issues due to cleanliness • Hotel cleanliness has a significant impact on the reputation and indirectly impact revenue generation capability • To the housekeeping staff to understand the best practices to handle Chemicals material handling proper personal protective equipment selection and fall prevention to ensure their safety 
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