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	Key skills of a housekeeping team
A housekeeping crew is a team of people in charge of upholding the orderly and cleanliness of a certain area, like a hotel room, workplace, or residential building. They carry out a variety of duties, some of which include cleaning, planning, and keeping track of supply and equipment inventory (Walsh, 2020). Maintenance, healthcare, and the hospitality sectors all use housekeeping crews. A team of housekeepers needs both hard and soft talents to function effectively. The following are some vital abilities required for success in this position:
Attention to detail: A member of the housekeeping staff must exercise extreme caution when carrying out their tasks. They must be capable of recognizing even the smallest speck of dust, grime, or discolouration and take the necessary steps to remove it (Chance, 2018).
Time management: A member of the housekeeping crew must be able to efficiently manage their time in order to do all jobs by the deadline (Paul, 2015). They ought to be able to set priorities for their work and manage their time properly.
Communication skills: In a housekeeping crew, communication is crucial. To make sure that assignments are carried out as intended and to report any problems or concerns, a member of the team must be capable of clearly communicating with other team members and managers.
Physical endurance: Members of the housekeeping staff may be asked to stand, stroll, kneel, and lift heavy items for long periods of time. They must be able to bear the rigours of the job and be physically fit.
Problem-solving skills: Understanding dilemma abilities is essential for a member of the cleaning staff (Felder and Brent, 2016). They should have the mental agility to solve problems quickly and ingeniously as they emerge.
Customer service: In some professions, like hospitality, a member of the cleaning staff might speak with clients or visitors. They ought to be able to respond to any requests or complaints in a polite and competent way as well as possess a customer service mentality.
Flexibility: To be effective on the housekeeping team, a person must be flexible and able to adapt (Calle, 2021). To account for alterations in the situation or unforeseen events, they might need to modify their plans or responsibilities.
In general, working in a cleaning team necessitates a blend of hard talents like strength and stamina and problem-solving and communication abilities. A cleaning member of the team can play a crucial part in making sure a facility is tidy, comfortable, and clean through the appropriate training and attitude.
Reflection and linkage 
In the hospitality sector, cleaning workers are in charge of making sure that luxury hotels are tidy and welcoming to visitors. Universities and other medical facilities' sanitation and hygienic conditions are crucially maintained by housekeeping teams (Jessica Marlowe, 2015). Parallel to this, maintenance teams are crucial in the facility maintenance sector, where they may be in charge of maintaining offices, retail spaces, and other public areas tidy and organized. Housekeeping staff are crucial in ensuring both customers and staff members have a secure and enjoyable experience in each of these businesses.
Theoretical knowledge and its importance in the hospitality industry
It is possible to acquire technical concepts in the hospitality sector through educational studies, training programs, and industry surveys. Using this information, one may manage inventories and supplies, comprehend the fundamentals of customer service, and uphold safety and hygienic standards, among other things (Dixit, 2019). An employee in the hospitality industry, for instance, could use a theoretical understanding of consumer service to interact with clients in a professional and personable way, making sure that their requirements are satisfied and that the overall experience is satisfying. A theoretical understanding of managing inventory can also be used to make sure that there are always enough supplies of food, beverages, and other necessities available for customers and visitors. To make sure that the establishment is clean, sanitary, and healthy for customers and staff members, the theoretical part of safety and sanitation requirements can be put to use.
The subject of academic concepts is crucial in the hospitality sector because it enables employees to give customers and guests important to offer, which in turn promotes consumer pleasure and loyalty (Mack, 2022). Also, theoretical understanding lowers the possibility of mishaps, injuries, and infections by ensuring that the facility is kept clean and secure. Theoretical understanding also aids personnel in carrying out their jobs proficiently and profitably for the company, improving productivity. In the hotel industry, implementing theoretical knowledge is crucial for delivering great service, guaranteeing security and cleanliness, and realizing commercial success.
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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 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?


	
Cleanliness of room

	Without more details, it is difficult to pinpoint the precise cause of the room's improper cleaning (Hoagland, 2018). However, a lack of coordination amongst the housekeeping team, a blunder or error on the part of the cleaning personnel, or a failure to pay attention to detail are some other potential causes. Also, it's probable that the staff workers were stressed or under pressure, which contributed to exhaustion and errors. In general, it's critical for hotels to pinpoint the underlying source of the issue and implement a solution to stop it from happening again.
	As the team leader, I would start by apologizing to the visitor and providing them with a remedy. I would look into the situation to see why the room wasn't cleaned thoroughly. This would entail looking over the day's cleaning service, seeing if any employees missed the chamber, and talking to the staff members in charge of maintaining the room to determine any potential causes for the oversight (Lynn et al., 2014). After determining the root of the problem, I would implement a solution, which can entail educating members of staff on cleaning techniques, revising the deep cleaning, or altering any essential cleaning supplies or equipment.
	I would take the following actions to avoid the problem of a room not being adequately cleaned in the future:
· During staff practice sessions, emphasize the importance of each guest's encounter and the requirement for meticulous cleaning to reinforce the significance of careful preparation (Hatfield, 2021).
· To make sure that apartments are indeed being cleaned to the proper standards, perform routine quality control checks. Team leaders may conduct daily inspections or management staff may conduct unforeseen checks.
· The housekeeping schedule should be reviewed to make sure that members of staff are not overloaded and have adequate time to thoroughly clean each room. This can entail expanding the crew, changing the cleaning timetable, or rearranging employee schedules.
· Encouraging teammates to interact openly in order to quickly identify and resolve problems. Employees should feel free to voice their issues or recommend changes to the cleaning procedure.
· Use technology to automate the cleanup process and make sure that no chores are missed, such as by employing digital inspections and task management software.
By implementing these steps, the hotel can make sure that every guest's accommodation is cleaned properly and that their stay is pleasant.
	I would implement a number of measures to increase team effectiveness:
· Recognize and reward employees for their efforts and accomplishments to promote a healthy work environment.
· To improve staff employees' skills and make sure they are knowledgeable about the most recent cleaning techniques and technology, hold frequent training courses.
· Provide a way for team members to provide management with feedback so that they may participate in the continuous improvements of the cleaning process.
· Each team member should have clear objectives and goals, and they should receive regular feedback on how they are doing.
· Encourage staff members to cooperate and assist one another to foster cooperation and teamwork (Cobanoglu et al., 2020).
The team may become more productive, efficient, and inspired by putting these strategies into practice, which will increase customer happiness and success.



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.
Introduction
[image: ]
It is imperative that the Hotel Trinity's floor cleaning manager see to it that the guestrooms' cleaning issue is resolved. Giving housekeeping workers thorough training is one efficient method to accomplish this (Morgan, 2018). To guarantee that the team is driven and committed to offering key health, the training should concentrate on Health and Safety protocols and be connected to an employee satisfaction model. It shall describe the procedures to be followed in this instruction note in order to successfully train Hotel Trinity's housekeeping crew.
	Need Assessment 
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	Training Notes:
To identify the precise areas that need improvement of the customers, a needs assessment is the initial step in the training process. This will make it easier to spot any ability or expertise gaps in the cleaning personnel. The following aspects ought to be covered by the needs assessment:
· The current degree of cleaning service offered by the personnel
· The processes for safety and health that should be stressed 
· The processes for safety and health that should be stressed 
· The degree to which the staff members are engaged
· the materials needed for the instruction




	Health and Safety Procedures
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	Training Notes:
· Outline the fundamental health and safety practices for washing hotel rooms to get started. They ought to cover using cleaning agents, tools, and protective gear including gloves and masks correctly.
· Emphasize the need of adhering to these guidelines at all times because failing to do so poses major health hazards to both visitors and workers (Deveaux, 2019).
· Verify that the safety data sheets (MSDS) for the hotel's cleaning supplies are familiar to every employee. They give significant information about the risks connected to each product and safe handling techniques.
· Stress the significance of identifying and keeping cleaning supplies appropriately. This will guarantee that items are not utilised improperly and help prevent inadvertent exposure.
· Staff should be instructed on how to properly dispose of cleaning supplies, such as used masks and protective clothing, and should be reminded that these should never be thrown away in hotel design trash cans.

	Employee Engagement 
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	Training Notes:
· Include a model for employee involvement in the training curriculum. This will boost employee morale and motivate people to take responsibility for their work.
·  Regularly praise and provide members of staff comments on their performance. This might be as basic as expressing gratitude for a successful task or publicly praising staff members for their achievements (Shuck, 2020).
·  Promote employee responsibility for their work by giving them the freedom to determine their own objectives and giving them chances to develop professionally.
· Encourage staff members to collaborate to accomplish shared objectives to foster a culture of collaboration. Activities for fostering teamwork, classes for group instruction, and frequent staff meetings are a few examples.




	Cleaning Procedures
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	Training Notes:
· Give staff employees clear instructions regarding how to maintain hotels successfully. This ought to cover the appropriate cleaning procedure for each region of the space in addition to any unique surface cleaning needs.
· Stress the need of paying close attention to every detail when washing guest rooms. This entails being particularly attentive to places like corners, corners, and cracks as well as making sure that all surfaces are entirely clean and debris-free (Raghubalan and Raghubalan, 2015).
· Teach workers how to properly prepare beds, such as the appropriate use of sheets and mattresses.
· Provide staff personnel with a list of things like towels, amenities, and glass bottles that need to be checked and refilled in each guest bedroom.
· Ensure that employees are aware of the significance of informing the proper person or division of any reliability issues or damages to hotel rooms.


	Time Management
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	Training Notes:
· Train the crew on how to efficiently schedule themselves when washing hotel rooms. Setting objectives, prioritizing tasks, and working effectively are all examples of this.
· Promote teamwork among staff members to share the labour and guarantee that every room is cleaned fully and effectively (Paul, 2015).
· Provide staff employees with the materials and tools they need to efficiently organize their time, such as housekeeping carts and inspections.
· See how employees are performing and provide them suggestions on how they can hone their personal management abilities.
· Staff workers who consistently exhibit good time efficiency abilities should be rewarded and recognized.





	Best Practices for Cleaning Rooms
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	Training Notes:
The course will discuss the ideal methods for cleaning rooms in this sector. The following is included in this:
· The proper choice and application of cleaning supplies for various surfaces and materials will be taught to the staff.
· Room cleaning techniques will be taught to staff members in an organized and effective manner. This covers how to clean elevated areas and the right way to do cleaning activities.
· To guarantee that guestrooms are cleaned promptly, staff members will be trained in good time management.




	Handling Guest Complaints
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	Training Notes:
In the hotel business, complaints from visitors are unavoidable. It will examine how to successfully address guest complaints in this lesson of the program. The following is included in this:
· Workers will learn how to pay attention to visitors' issues and actively listen to them (Susanti, 2021).
· Workers will learn how to show empathy for guests and comprehend their viewpoints.
· Workers will receive training on how to promptly and satisfactorily address guest complaints.





	Communication Skills
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	Training Notes:
Effective communication techniques are taught to staff members, including how to welcome customers, answer calls, and resolve complaints from clients. Also, they acquire skills for interacting with the other hotel staff members and divisions.

	Product Knowledge
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	Training Notes:
The many room kinds, features, and facilities made available to visitors are among the things that staff members are instructed about when it comes to the hotel's goods and services (Feiertag, 2018). This enables them to inform visitors accurately and offer sensible suggestions.

	Role-Playing and Simulations
[image: ]

	Training Notes:
Leadership and simulations provide employees with the chance to put existing guest management skills to the test (Jackson, 2023). They can do this to put what they've learned into practice and get feedback from their instructors.	





Conclusion
[image: ]
In conclusion, efficient floor housekeeping administration at Hotel Trinity depends on thorough training. Employees will receive the expertise and instruction necessary to properly manage cleaning issues in the rooms through this training course. To guarantee that workers are motivated and engaged, health and safety measures will be highlighted and an employee satisfaction model will be put into place. To guarantee that visitors enjoy their stay, standard procedures for washing rooms and dealing with complaints from visitors will be presented.
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