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In my experience so far, the key skills required for working in the housekeeping team are patients, you need to have a lot of self-control to not get angry at everything that you see in the room. It is not your house and the people that stayed in that room are not family or friends. So, acting professionally with no emotions involved is a must.
 Second is physical resistance, staying on your two feet for eight to ten hours can be a real challenge and lifting, pushing, and pulling furniture around is as hard. Been organised, making a list with everything that you need to take in the room before you start cleaning it and other small lists depending on the number of toiletries and goodies that need to be replaced in the room. 
Shivam, A. (2014) points out that the housekeeping team is the largest department in the hotel industry, it covers a lot of areas so there is room for mistakes as well. But by being organised and following simple training steps, one is bound to succeed. 
The second thing that I have noticed is that you need to follow health and safety regulations to work in the housekeeping team, you need gloves, you need to follow the colour-coded clots rule and always be careful with chemicals, and do not forget to open windows. 
Monarch Brands (2023) point out that following a colour-code cleaning system helps avoid cross-contamination and control infections and helps all housekeeping team to meet the high standards that everyone is expecting.
Refilling and restacking the housekeeping cupboard and carts and having a sense of anticipation and mathematics is a good skill to have as well for example: If tomorrow is a busy week the shelves need to be fully stacked in order for everyone in the team to do their job if something is missing or it is not in the hotel it needs to be ordered and that takes time. 

Webstaurant Store (2021) suggests a list of things that one needs in order for the staff to have all they need. Coffee and Hot cups, bath products, cleaning supplies, trash bags, clean towels, sheets, pillowcases, robes, toilet paper and a lot of others depending on the hotel. 
I noticed that if I am restacking everything for the next day it is much easier and faster for me to do my job, instead of moving up and down, grabbing everything I need to make the bedroom.
Another key skill is time management, how fast and how well you move how many tasks you can complete in a room within a certain time, makes the job easy for everyone. If there are no clean rooms that means no guests, equals no money and so on. 
Williams (2023) points out that having the proper amount of staff or the job makes it easier for the actual job to be done fast, it takes approximately 45 minutes for a deep clean room and around 30 minutes for a refresher, now depending on the size of the room and the number of things one needs to do in that room. 
Another skill is punctuality, I have to be prepared, every day, I check with my lead or manager what rooms need to be cleaned first, what rooms need deep cleaning, and which need a refresher. Besides this, there is great work ethic and integrity, knowing that housekeeping is a health and safety-based department that deals with customers, and you need to always follow the best procedures for the best results.
Since 1802 when the “Act for the Preservation of the Health and Morals of Apprentices and others employed in Cotton and other Mills, and Cotton and other Factories” was implemented, Health and Safety laws and regulations have changed to suit today’s busy businesses. (National Occupational Safety and Health Committee, 2014 p.1)
Adopting safe and healthy practices while working in housekeeping is as important for me as an individual as it is for everyone else. Employers, employees, customers, and visitors need to follow Health and Safety regulations and the hotel must make sure everyone has a good experience.
 In conclusion, most skills that are required to work in housekeeping are common sense and some will be achieved through training but in the end, if one follows basic rules and keeps everything organised, the job will be easy to do.
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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?


	


	A day before there had been a huge wedding event in the hotel.
Approximately 200 guests during the day and 250 during the night.
	First, apologise to the guest and see exactly what the problem in the room is. If it is something that can be fixed fast, then a complimentary breakfast is suited in this case and 10% off the next booking.
	Making sure that the housekeeping department has rest hours before asking for help from them.
	A ten-minute refresh training every three months just so everyone in staff, new or old have an idea about what they need to do. 

	


	Staff was everywhere and it was chaotic.
We needed support from the housekeeping team as well.
	
	Always have a backup plan like an agency or old staff that might want to come and help during events.
	Support the staff in any possible way I can, leading by example is always a good solution. 

	


	I do remember at some point hearing some colleagues from the housekeeping department complaining of exhaustion. Since they worked over hours.
	
	Same applies for the housekeeping team.
	Always appreciate everyone’s effort, if they are still in the building don’t ask for overtime if you are unsure how many hours they already did. 

	


	
	
	
	

	


	
	
	
	




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:  This training presentation is made for Hotel Trinity. 
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	Training Notes:

 So, sit back and enjoy a well-deserved few minutes break, water and tea can be found next to the vending machines at the entrance of the training room. 
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	Training Notes: 
1. At the same time remember to always say in a firm tone: Housekeeping! 
2. Refresher = extra tea or coffee, some extra pillows or towels depending on what the customer asked for. All this information should be found on the Property Management system app, if not double-check with a team leader or a manager the rooms that need to be deep cleaned first.
3. Privacy is important and so is the job you do. Don’t expect that the room doesn’t need anything just because you saw that sign on the door.
4. Just because guests had everything, they needed the night before, doesn’t mean they might not need it today, check and restock whatever it is necessary.
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	Training Notes: 
Toiletries, cleaning supplies, gloves, and colour-coded washcloths.
As you can see in the small image on the left, blue is for windows mirrors etc, red is for bathrooms and hazard areas (one cloth for toilet and another for sink/shower), yellow is for wood polishing and green is not appliable in-room cleaning since it is for food preparation.
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	Training Notes: 
Starting to the right of the door, going around the room and then going back out, so that they ensure everything is covered.
Report any malfunctions to the lead or manager or engineer straight away.
Spray the bathroom first and let it sit for a bit. Clean all mirrors and shower doors with window cleaner same applies for shower heads and tabs. 
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	Training Notes: 
Unless it is a busy day or instructed otherwise, there should always be two people cleaning one room at a time and dividing the jobs between them without constant supervision. 
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	Training Notes: 
In this video you will see how a bathroom is properly cleaned, some things may not apply to our hotel such as the shower in the toilet area but everything else is the same and should be done accordingly. We all have bad days but let’s not forget, customers’ health and well-being are our top priority. 
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	Training Notes: 
I know some of you discussed this issue among yourselves, let’s make it clear, no question is too embarrassing, and every day is a learning day. 
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	Training Notes: 
As you can see in a few minutes and with patients you can achieve a 5-star bed and happy customers for life. If you still have any questions on concerns, do not hesitate to ask either now in training or afterwards.
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	Training Notes:
A few things that need to be discussed before we finish, and you can all go home or back to work depending on the time you came in today.
Who is mopping who is vacuuming etc. beds are a two people job.
Every form must have: the number room, and date and ask a team leader to give you the customer’s name and contact number in case they come asking for it, or it needs to be sent by post to them.
Every room needs to have a separate sheet with all details checked. If there are any issues, report them and don’t tick the box.
This shouldn’t take more then? Yes, 10 minutes. Have a good day everyone. Hope you enjoyed this training session.
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                              Welcome to:    This is a refresher training, and it shouldn’t last more than 10 minutes. HCA PRO Hospitality Career Academy ( 2020 )
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                            Let’s start with the basics:    1. Always know and wait for at least 10 seconds before entering a room 2. First, check to see if the room was used the night before and if it needs proper cleaning or if it is just a refresher. 3. If there is any sign on the door such, as a “ Do not disturb”, make sure to, double - check before entering the room. 4. Restocking toiletries must be done daily. We will discuss the rest of the steps when we get there. Shivam (2014)
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                                               Deep cleaning a room:   • First grab a trolley, make sure everything that you need for cleaning the room can be found in there. • Second trolley should have fresh new linens and towels ready to be put in the room.           ( Calonia  and Geller, 2023)    Monarch Brands(2023)
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                                Now to the best part:              • C lean each room in a circular pattern. • T urn on all the lights and light anything electronic to make sure everything is working. •  Allow time for cleaning agents to work, sweep or vacuum before mopping. • begin by dusting all above - floor surfaces because this stirs up dust into the air that eventually falls onto the floors and after that vacuum the room. • vacuuming the bathroom floor before doing any wet cleaning to prevent hair from sticking to the surface. (Fox, 2022)
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                                 There are two housekeepers per room.    (Narula, 2022)
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                              Now time for a small video:    IPB International (Virtual Educational Creative Tutorial Room) (2020).
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                                          Something you all think about, or not?   • How to make any hotel bed look like a Five - star hotel bed? • How can I stop fighting with the matters and all that hard work for a perfect bed?       Hotelier and Hospitality Design Magazine(2015)
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                              How to triple - sheet a hotel bed:    hihotels by Hospitality International (2020)


image20.png
In the end:

1. Before starting cleaning a roommake a
plan who does whatin regards to
cleaning.

2. Never forget to check cabinets,
nightstands etc. for items or stuff left
behind by customer.

3. Ifanythingisfoundleaveitinthe “ lost and
found” boxand complete the sheet.

4. Afterevery room complete the room sheet
available on each floor.

5. Last. Please make sure after every floor
that thecupord with all the supplies
needed has everything for the next shift.





image21.svg
                                       In the end:   1. Before starting cleaning a room make a plan : who does what in regards to cleaning. 2. Never forget to check cabinets, nightstands etc. for items or stuff left behind by customer. 3. If anything is found leave it in the “ lost and found “ box and complete the sheet. 4. After every room complete the room sheet available on each floor. 5. Last . Please make sure after every floor that the cupord with all the supplies needed has everything for the next shift. Jobs.ie(2020).
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                         Student number : 2125394 Module Title: Operating Hotel Facilities Module Code: BMIH4006 Lecturer: Kathryn Roberts, Christopher Wilkin Training presentation for the housekeeping team.  


