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A housekeeping team is a group of skilled professionals who work hard to make sure hotels remain clean for new guests. They face various challenges depending on the previous guests, and are a vital part of maintaining customer satisfaction and making good first impressions to new guests. Now Let's look at the skills that make up the housekeeping team's expertise.

So How do you improve team effectiveness? Have a rota and rotate the staff around in a way where each member doesn’t have extreme hours and are always refreshed and ready to work. Also, remind the cleaning staff to be thorough and not lazy. Check the room after cleaning to be sure it's clean. If a room is dirty because of laziness, talk to the staff and make sure the cleaning is done properly. (Hassnain, 2019)

Good time management is important for housekeepers. They need to balance urgency and precision to get tasks done efficiently. They make sure guest rooms are prepared perfectly and public areas look great. They're always on time and pay attention to detail.

A housekeeper is skilled at cleaning and knows how to use different methods for different surfaces. They have various cleaning tools and products to transform spaces while protecting delicate materials. (Ambardar, 2017) Their expertise ensures that cleanliness and preservation work together seamlessly.

In housekeeping, being organized is very important. Housekeepers are good at managing inventory and making sure they have enough linens, toiletries, and cleaning materials. They keep everything in its proper place, which helps the operation run smoothly and efficiently.

The housekeeping team needs a lot of physical strength to do their job well. They move around the hotel easily, carrying heavy things and pushing carts full of supplies. They work hard to keep their bodies healthy and strong, even though it can be tiring. (Lee, 2015) 

The housekeeping team is great at communicating with guests. They speak well and listen carefully to understand their needs. They work with other hotel departments to provide exceptional service. Every interaction they have is a beautiful part of the hospitality experience.

In housekeeping, it's important to be adaptable. Housekeepers are resilient and flexible, which helps them move around easily. They can change their plans quickly to meet guests' needs. Their improvisational skills are important for maintaining high housekeeping standards.
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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?


	Angry customer 


	Miscommunication between reception staff and housekeeping leading to bad customer experience. 
	Apologise to the customer and fix the problem, while making sure it will never happen again and tell the staff to be more thorough. 
	Tell the staff it isn’t acceptable and check myself if the room has been cleaned properly after.
	Me checking after they clean to see if they did a good job.

	Dirty room


	Lack of motivation within the cleaning staff
	Tell the staff to clean again immediately 
	Seek to increase motivation by using a different leadership style
	I will check the room after they clean it to see if its okay. 

	
Damaged brand reputation

	New customers finding their room dirty. 
	Reimburse the customer with either a free meal or something else to satisfy them, while apologising
	Make sure that the rooms wont be dirty for future customers 
	I will create a mini training that will keep the staff incheck.

	
Short on staff

	Too many people called in sick
	Temporarily move people from lesser busy departments to housekeeping.
	Hire 1 or 2 more housekeeping staff.
	Optimize the schedule to fit in the new staff.

	Faulty cleaning equipment 


	Poorly used by inexperienced staff 
	Supply the staff with new equipment asap
	Have backup equipment at the ready
	Let the staff know to be more gentle with the equipment, also make a training to use equipment for new staff.




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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Interacting
with guests

« When on the job you might have
interactions with the customers - more
specifically negative encounters.

« When a customer is angry you must
respond with a calm, and apologetic
manner - no matter how right or wrong
the customer is.

« If the situation becomes too intense
(customer gets violet or out of hand) call
the housekeeping manager (me) or
security.
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Quality
control

To make sure everything at our hotels goes
smoothly all housekeeping staff should first,
double-check that everything in the room is clean
and ready for customers to enter.

If you're unsure that something is clean then wash
it again just to be sure, as we must keep our
rooms to the highest standards.

Lastly, arrange all the items in the room
symmetrically and straight, never leave items on
the table/bed/floor in a random mess.
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Teamwork

Staff members should and must remain
polite and courteous to each other in all
situations no matter the circumstances.

If you feel that somebody from our team has
not been doing this - please bring it up as a
complaint to me in a detailed and honest
matter with enough evidence.

Before bringing up a complaint please make
sure to assess if what you are doing is
Jjustified and necessary.

Staff should also constantly be In
communication with each other, feel free to
ask your co-workers for help but first
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Communication

All staff have a walkie-talkie to use for quick and
efficient communication with each other, between
the housekeeping ep.your.radio_on.

Communication can be casual but make sure to keep
it respectful as mentioned before.

Staff are highly instructed to r
communicate all problems and concerns to either
the manager or to other staff members.

Please do not use foul language or hold
inappropriate conversations, these channels are
meant strictly for working and are not a social
vessel to pass time.
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Breaks and schedules

Each housekeeping staff member has 35 hours they
must work per week to ensure that the hotel remains
nice and clean 24/7.

2, 30-minute breaks per day, your time must be logged
and will be monitored by managers and other staff
members.

Failure to comply with this schedule will result in
reduced pay for the incident, if this becomes a recurring
incident other, much stricter measures will be applied.
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Absences from work

Sometimes staff will be unexpectedly absent from work, this leaves the
rest of the team with extra work and more stress to deal with.

To deal with this is easy, first all housekeeping staff will be notified and
then equally split the work of the absent member/s between them, this
ensures that each staff member doesn’t have that much extra work, and
the absent members responsibilities are fulfilled.

All absent staff are required to have a valid reason for not coming in, and
must inform the manager immediately, failure do to so could result in cut

pay.





image10.png
Key responsibilities

Your number one priority is customer satisfaction, which can only be
achieved by maintaining the hotel's public and private areas.

Your responsibilities are also to be courteous to both fellow staff and
guests, this is a must and a non-negotiable.

You are also encouraged to take initiative, perform actions, and
resolve problems although it isn’t part of your job description.
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Guest satisfaction

e To ensure guest satisfaction some things need to be
considered and achieved:

- Room cleanliness
- Friendly and welcoming tone (when interacting)
- Asking if everything is okay and well

- Smiling always.
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Health and safety

- Fire emergency - Whilst cleaning the room and making way for new guests,
make sure to always have the emergency exit doors clear and easy to access,
0 keeping the emergency buttons at clear sight.

» Chemical Substances - when washing the rooms please do so with care as youre
using dangerous toxic chemicals, make sure to properly inspect the premise
before leaving to ensure its safe for guests to enter.

« Slipping hazards - Just before leaving a room, check to see if everything has
dried off properly, since customers can slip easily and leave a bad rating hurting
brand image.





