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	Housekeeping is a branch of management which helps to deal with operations such as cleaning and maintaining the safety and cleanliness at the premise in which guests come to stay (Jones,2007). Cleaning staff needs people with a range of talents, including time management, good customer service, and attention to detail (Bardukova,2022). I will use my attention to detail as a part of the cleaning crew to make sure that the facility is maintained clean and organized. To make sure that visitors are happy with their stay and have a great experience, I will also employ my customer service abilities. To make sure that all housekeeping jobs are finished on time, I will also need to employ my time management abilities (Yeung and Yau,2022). For instance, I will need to make sure that all public spaces are maintained tidy and that all rooms are cleaned and replenished on schedule. All of these abilities are necessary to make sure that the housekeeping department functions efficiently and that visitors enjoy their stay. Focus on detail, multitasking, organization, communication, and customer service are essential for success in the housekeeping team. With the help of these abilities, I will fulfil the demands of the visitors and make sure that they have a pleasant stay. To guarantee that the room is pristine and comfortable for visitors, care must be taken when cleaning, making beds, and replenishing supplies. Cleaning, refilling, and attending to the requirements of the visitors are examples of chores that require multitasking to be managed simultaneously (Corbisiero et al.,2022). The company must keep a record of the spaces and supplies that need to be cleaned and refilled. Effective communication with the visitors and other departments is a need. Lastly, providing excellent customer service is essential to making sure that visitors' requirements are addressed and that their stay is satisfying. according to my understanding, Time management is a crucial ability for housekeeping staff members since they must manage the chores assigned to them to make sure that everything is finished on time. This involves having the ability to prioritise activities and working fast and effectively. The organization is essential because housekeeping employees must be able to keep track of their supplies and make sure they are used efficiently. as per my knowledge they frequently encounter difficult circumstances, and cleaning staff members also need to be adept at problem resolution. This entails having the capacity to think quickly and develop innovative answers to any issues that may arise. Last but not least, cleaning staff members must have excellent customer service skills to offer customers a helpful and kind experience. These abilities will be crucial in ensuring that I can deliver top-notch service as a member of the cleaning crew. I will make an effort to effectively communicate, manage my time, stay organized, think creatively when coming up with solutions, and offer guests a warm and welcoming experience. The Park Lane Hotel in London is one instance when these crucial abilities were absent in a hotel in the UK (Kulakhmetova et al.,2022). The housekeeping workers in this instance constantly ran behind schedule and the rooms weren't cleaned to the required levels. Also, the personnel did not communicate well with clients or offer a welcoming and competent level of service. As a result, the hotel received several bad ratings and lost revenue.
Being a member of the hospitality sector, I am aware of the value of having a solid theoretical foundation (Hassanein and Ozgit,2022). I can better grasp the business and how it operates to this information. It helps guarantee that the service I offer is of the greatest calibre and lays the groundwork for more practically applying the information. I may have a better grasp of customer service, hotel operations, marketing, and other pertinent areas with the use of this theoretical knowledge. To guarantee that clients have a favourable experience, it also influences my judgements about menu design, price, and the choice of goods and services. A solid theoretical foundation also enables me to keep up with the most recent changes and trends in the sector. This keeps me abreast of any possible threats and enables me to be proactive in identifying fresh, creative methods to enhance customer service. Also, it offers me the chance to hone skills like communication and problem-solving which are crucial for effective hospitality management. I can keep ahead of the competition and uphold a high quality of customer service because of my solid theoretical knowledge foundation. Moreover, having this expertise enables me to give consumers the best service possible and guarantees that I can successfully and efficiently manage operations.
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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 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?


	Blankets and bedsheets were dishevelled.
	The laundry in charge forgot to change old bedsheets and blankets with fresh ones.
	First of all ill apologize to the customer for the mistake and give some concessions on the final billing amount. I’ll try not to repeat the same mistake and ill try to take routine check-ups of each activity.
	I’ll train the cleaning workers on the correct ways to fold and arrange blankets and bedsheets. After folding and organising the bedsheets and blankets, check to make sure they are done so correctly. To make sure that the cleaning team is following the right processes, establish a quality control system. Establish a system of praise and prizes for the housekeeping workers when they do well.
	Set precise standards and instructions for hotel workers regarding bedmaking and make sure that the linen is arranged appropriately. Make sure that everyone working at the hotel is aware of these standards and regulations. Provide hotel personnel with the necessary instruction so they can fold blankets and sheets and make beds properly. Set up a quality control system to assist make sure that each hotel room is examined for disorganised bedding and that the right procedures are followed while making beds.

	
The floor of the room and corridor was not cleaned

	cleaning staff was on leave 
	First of all ill apologize to the customer for the mistake and give some concessions on the final billing amount. ill speak with management regarding the same and ill try to arrange some spot solution for the issue.
	Instruct the housekeeping staff on correct floor cleaning techniques.
Make sure the cleaning crew is being properly supervised so that all floors are being cleaned.
To guarantee that all floors are cleaned frequently and effectively, create a cleaning plan and checklist.
To make sure the housekeeping staff is knowledgeable about current cleaning methods, provide them feedback and continuing training.
Check the floors frequently to make sure they are being cleaned effectively.
	Ensure that everyone in the team is aware of their roles and the due dates for tasks. Make a timetable that specifies the times that each hotel space needs to be cleaned and the times that each team member is in charge of performing that work. Ensure that each team member has the knowledge and experience necessary to thoroughly clean the hotel, including the floors of the rooms and the hallways. To guarantee that tasks are being finished accurately and on schedule, each team member's performance should be routinely evaluated. For team members that consistently finish their work on time and to high quality, provide rewards.


	
The bathroom tiles had some foot stains

	cleaning staff forgot to clean all bathrooms present on the floor 
	ill speak with management regarding the same and ill try to arrange some spot solution for the issue.
	To ensure that restrooms are cleaned properly, make sure that housekeeping personnel has received the necessary training. Access to the required tools, such as high-pressure steam cleaners, should be made available to housekeeping personnel to guarantee that restrooms are thoroughly cleaned and sanitized. Create a regular cleaning routine to make sure restrooms are cleaned and sanitised often. Regularly inspect the restrooms for any evidence of grime or stains, and remedy any problems right once. Urge visitors to use bathmats or shower mats while using the lavatory, and make sure these mats are frequently cleaned and replaced. Get any extra cleaning materials or tools that the housekeeping crew would want to thoroughly clean the restrooms and get rid of any stains.

	Give each team member a distinct task to do while outlining the methods required to clean the tiles. Establish a reasonable completion date for the assignment and monitor development to make sure the team stays on task. Make sure the staff has the tools and cleaning materials required to clean the tiles securely and efficiently. To guarantee that the crew is knowledgeable about the proper cleaning procedures and safety standards, provide them with the necessary training. Create a method to guarantee that the work is completed to the highest level and accuracy.

	
window curtains were opened due to which dust came from outside

	The housekeeping team fails to assign the task 
	ill assign the cleaning work to another person and ill try not to repeat the same mistake in future.
	To stop dust from entering the room, make sure the windows are weather-stripped and well-sealed. To keep out dust and other airborne contaminants, install window screens. Tell the cleaning staff to inspect the windows for any gaps or holes and, if any are discovered, to properly seal them. To get rid of dust and filth, often hover the drapes and other fabric surfaces in the space. Inform the cleaning team of the necessity of closing the windows while a room is not in use. To decrease airborne dust, use air purifiers and filters.
	Provide an operational standard for the opening and shutting of window curtains. All employees should get training on the significance of properly shutting window curtains. Be careful to clean your windows and curtains often. To keep dust from settling in the hotel, install screens on all of the windows. To get rid of dust from window sills and curtains, use hoover cleaners. Install air purifiers in locations with a dust problems. Create a system of routine inspections to guarantee that the drapes are drawn and the windows are spotless. Urge employees to notify a supervisor of any window or curtain problems. To prevent dust gathering, spend more on higher-quality window treatments and fixtures.

	Bathroom accessories were not there in the right place


	daily maintenance and room in charge 
	ill arrange one team meeting and will try to solve the issue.
First of all, ill apologize to the customer for the mistake and give some concessions on the final billing amount. 
	Make sure that all employees have received the necessary training on how to properly clean and store bathroom items. Make sure that all of the bathroom's accessories are in their proper locations by doing routine inspections. Create a system to keep track of which employees have finished the tasks they were given, and follow up with them if the work was not performed correctly. Make a checklist for arranging and cleaning the restrooms, and make sure that the crew follows it. Reward employees who maintain the restrooms tidy and orderly. Staff members who are breaking the rules should be given feedback, and you should make sure they understand the repercussions of their actions.
	Create a plan of action outlining the actions that must be carried out to guarantee that bathroom items are in their proper locations. This should outline a completion schedule, any extra materials that could be required, and any other factors that need to be taken into account. Team members should be given clear duties to fulfil, and you should make sure they have the time and resources to do so. To guarantee that everyone is on the same page and that communication is successful, make sure there is a clear line of command. Regularly check on the status to make sure that jobs are being done on schedule and that any problems are being dealt with right away. Regular meetings, progress reports, or other techniques might be used to accomplish this.





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:
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	Training Notes: Hospitality is the welcoming and generous reception of guests, visitors or strangers. It is the act of providing care and kindness to those away from home. Varieties of Hospitality: Several diverse businesses, including hotels, resorts, dining establishments, cruise lines, and airlines, offer various forms of hospitality. Hospitality has advantages for both the giver and the guest. It gives the visitor a feeling of acceptance and belonging while also presenting business prospects for the supplier. The entire management of the housekeeping department is the responsibility of a housekeeping manager. They oversee employees, check and clean guest rooms, and guarantee client pleasure. They are also in charge of making sure the hotel complies with health and safety regulations. The work of the cleaning crew must be planned and scheduled, and housekeeping managers must make sure that all jobs are finished correctly and on time. In addition, they are in charge of ordering and keeping track of a supply and equipment inventory as well as ensuring hygienic and sanitary requirements. They are also in charge of handling visitor complaints, encouraging the housekeeping workers, and training them. An efficient housekeeping manager has to be well-versed in communication, organizing, and has a keen eye for detail. Also, they must be good problem solvers and be able to perform effectively under pressure.
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	Training Notes: A hotel chain called Trinity was founded in the UK in the late 1990s. Trinity has developed over time to rank among the most popular and prosperous hotel businesses in the Country. Trinity has been successful in bringing in a large number of clients from all over the world because of its opulent and high-end services. The hotel company is also well known for its first-rate housekeeping services, which have evolved into the brand’s distinguishing feature. The Trinity cleaning staff is committed to giving each and every one of its clients an outstanding guest experience. They have received extensive training in cleaning, dusting, and all other elements of housekeeping. In addition, they pledge to give every visitor a welcoming, clean, and safe atmosphere. 
Trinity recognises the need of educating its cleaning staff to make sure they are knowledgeable on the most recent industry standards. In order to do this, the hotel chain has created a thorough training programme for its housekeeping staff. The course covers subjects including safety, cleanliness, and customer service in both classroom lectures and on-site training experiences. Also, there are practical learning exercises like cleaning and organising guest rooms included in the course. Trinity works to offer its clients a high-quality service by investing in its cleaning staff. The hotel chain is able to guarantee that its cleaning crew is well-equipped to offer its clients the best service possible thanks to its well-structured training program.
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	Training Notes: Make sure that all employees have received the necessary health and safety training (Roodbari et al.,2022). All employees should get training on the hotel's rules and procedures, including any pertinent health and safety protocols. Included in this should be instructions on how to operate all equipment, cleaning supplies, and personal protective equipment.
Follow any applicable local laws. The housekeeping procedures at Hotel Trinity should be in accordance with applicable rules and regulations. Using smoke detectors and fire extinguishers, as well as adhering to any other local laws, may fall under this category.
Make use of the proper cleaning supplies. The Hotel Trinity should make sure that all of its employees are wearing the proper PPE and cleaning supplies, such as disinfectants. As a result, the danger of cross-contamination will be reduced, and hygiene standards will be upheld. Make sure the workplace is secure. 
Do routine inspections and maintenance. All of Hotel Trinity's equipment, including hoover cleaners, mops, and other cleaning supplies, should undergo routine inspections and maintenance. This will make it easier to make sure the machinery is safe to operate and operating properly.
Employ proper garbage disposal techniques. All garbage should be properly disposed of, according to Hotel Trinity. This entails placing recyclables in the proper containers and making sure that any hazardous materials are disposed of properly.
The Hotel Trinity must keep the workplace safe for all of its employees. This entails offering sufficient illumination, ventilation, and space for cleaning supplies. Moreover, sufficient signs should be provided to alert personnel to any safety needs.
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	Training Notes: Providing good customer service requires a combination of professionalism, civility, and friendliness. The housekeeping personnel should always be polite and aware of the demands of the guests. They should be aware of the policies and processes followed by the hotel and work to surpass them. It's critical to preserve a high level of hygiene. The cleaning personnel should be knowledgeable about how to use cleaning materials safely (Evryastuti et al.,2022). 
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	Training Notes: They should pay attention to the little things, such as carefully cleaning bathrooms, vacuuming carpets, and dusting furniture. Visitors occasionally have issues or requests that need to be resolved. The right procedure for dealing with these problems should be known to the housekeeping staff. They should be aware of the rules and regulations of the hotel and make sure to abide by them.
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	Training Notes: To provide a clean and safe atmosphere, housekeeping standards and procedures are crucial. Cleaning is important to prevent the spread of germs, bacteria, and dust, as well as to maintain the look of a space and its furniture. The cleaning personnel should be aware about the best cleaning techniques, apparatus, and supplies to utilise on various surfaces and materials. To effectively deal with clients and coworkers, they need also have great communication and customer service skills. Also, cleaning staff members need to be aware of security and safety precautions as well as legal requirements for housekeeping laws and regulations. They should also be educated about recycling and trash management practices.
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	Training Notes: Sorting is the first stage in the 5S model. Housekeeping workers must do this action in order to locate and get rid of unwanted stuff from the workplace. Employee attention, efficiency, and organisation may all benefit from this. 
Setting things in order is the second phase in the 5S approach. For housekeeping personnel to establish a methodical and structured workplace, this stage is crucial. As a result of their efficient and tidy workspace, employees will feel more at ease and interested in their job. 
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	Training Notes: Shine is the third phase in the 5S model. For housekeeping workers to maintain and clean the workplace, this step is crucial. Employees who can take pleasure in the cleanliness and organisation of their workplace tend to feel more engaged and productive at work.
Standardize is the 5S model's fourth stage. The establishment of workplace policies and norms via this phase is crucial for the cleaning personnel. Employee engagement may increase as a result of having a clear understanding of expectations and what is expected of them.
Sustain is the 5S model's last stage. For housekeeping workers to guarantee that the 5S model is applied and maintained continuously, this step is crucial. Knowing that the 5S model is being adopted and maintained can help employees stay motivated and involved in their job.
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	Training Notes: Teach housekeeping employees to be knowledgeable about the newest technology and trends in the cleaning sector. Provide cleaning personnel the tools they need to offer customers an excellent experience. Encourage cleaning workers to exercise good judgement and initiative while responding to requests and demands from visitors. Establish a feedback loop between management and the cleaning crew to guarantee that any issues or complaints are handled right away. To make sure the housekeeping training programme is current and effective, evaluate and update it frequently.

	

	[image: ]

	Training notes:

	[image: ]

	Training notes:

	[image: ]

	Training notes: Tram, B.T.A., 2022. Solutions to Enhance the Quality of the Housekeeping Department: Natural Homestay, Hoi An, Viet Nam.
Van Duzer, C., 1990. Housekeeping ESL. Workplace Literacy Curriculum for Hotels.
Roodbari, H., Axtell, C., Nielsen, K. and Sorensen, G., 2022. Organisational interventions to improve employees' health and wellbeing: A realist synthesis. Applied Psychology, 71(3), pp.1058-1081.
Lin, X., Hagsten, E. and Falk, M., 2022. Stock market performance of the US hospitality and tourism during the COVID-19 pandemic. Tourism Analysis, 27(4), pp.567-574.
Evryastuti, N.K.A., Komala, I.G.A.M.K., Suarja, I.K., Suja, I.K. and Sudarmini, N.M., 2022. Cleanliness, Health, Safety, and Environment Sustainability (CHSE) Implementation in Housekeeping Department. International Journal of Travel, Hospitality and Events, 1(1), pp.37-53.
Shin, H. and Kang, J., 2020. Reducing perceived health risk to attract hotel customers in the COVID-19 pandemic era: Focused on technology innovation for social distancing and cleanliness. International Journal of Hospitality Management, 91, p.102664.
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Hotel Trinity

Trinity is a popular and successful hotel chain founded in the UK.
Tt provides opulent and high-end services to its clients.

Trinity is renowned for its first-rate housekeeping services.

The cleaning staff is extensively trained in cleaning and dusting
They are committed to giving each guest an outstanding esperience.
They pledge to provide a welcoming, clean, and safe atmosphere.
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Maintaining housekeeping standards

Make sure all personnel obtain the essential health and safety training,
adhere to local regulations,

Make sure all personnel obtain the essential health and safety training,
adhere to local regulations, use the right cleaning products and PPE,
perform routine maintenance, and use the right waste disposal practices.
Provide sufficient lighting, ventilation, and storage for cleaning materials.

Display required waming signs (Van Duzer, 1990).
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Train the housekeeping staff to serve the
guests and reduce complaints

Emphasize the value of courteous, professional, and friendly service.
Describe the significance of adhering to the hotel's policies and standards.

Go through the standards for cleanliness and the application of cleaning
agents (Tram,2022)

Go over the value of paying close attention to details.

Show a suitable process for handling complaints and requests from visitors.
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Train the housekeeping staff to serve the
guests and reduce complaints

Descibe the significance of keeping guest belongings secue and in
proper storage.

Go over the value of secusity and safety procedures.
the rules for managing linens and guest property.
the significance of following timetables and deadlines.

Provide an example of how to effectively and propesly clean guest
so0ms (Shin and kang.2020)
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Employee engagement model for house
keeping

Employee Engagement Using the 55 Model:

Soxt: Set clear expectations for cleaning tasks and make
sure every employee has the tools and resources they
need to succeed.

Set in Order:: Have a system of organisation that
enables each pezson to quickly locate the resources they
require (Sharma et al.,2020).
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Employee engagement model for house
keeping

Shine: Motivate staff to keep their workspaces and tools tidy
and in good functioning condition.

Standardize To maintain uniformity in housckeeping tasks,
put into place standard operating procedures and practices.

Sustain: To keep staff members interested and motivated,
offer continual training and feedback (Sharma et al.,2020).
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Guidelines

Develop 2 detailed training plan with clear expectations for every
housekeeping employee.

‘Ensure that the housekeeping team is aware of the value of exhibiting
outstanding hospitality and customer service.

Train housekeeping workers on the right ways to clean visitor rooms,
common spaces, and public areas.

Reiterate how important it s to carry out all housekeeping activities in
accordance with health and safety laws.
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Framework

The Hotel Industry Professional Standard (HIPS), which offersa
complete set of norms for professionals in the hospitality sector,
should be followed by the housekeeping manager. The HIPS
framerork covers a variety of subjects, including customer service,
housekeeping methods, health and safety laws, market trends, and
more. Professionals in the hotel sector have adopted the HIPS
framerork, which is generally acknowledged as the industry standard
for training (Dzhandzhugazova, 2016).
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