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Introduction
The hotel industry contains a vast number of duties that are to be held, and one of them is housekeeping. I am aware of the importance this aspect has, and I do understand the skills required in this field. Hence, I will list down my housekeeping skills, along with a personal experience I encountered in the industry.

Key Skills
It is evident that housekeeping plays a vital role in ensuring the hotel is clean, in order, and secure for both guests and employees. Since the responsibility of the housekeeping staff is so significant, the skills required for it are also critical to note. The first skill to note is, evidently, cleanliness. This means being proficient at understanding what amounts to cleanliness and what techniques can be used to certify that a level of cleanliness has been reached. Techniques include mopping, dusting, and disinfecting unclean areas (Brody, 2019). Besides that, another skill important for a housekeeping worker is being detail-oriented. The key to excellent housekeeping is paying attention to detail and making sure not even one speck of dirt goes unnoticed. The ability to spot such stains, plus other discreet areas, is a skill that makes a housekeeper efficient at what they do. Moreover, yet another essential skill that I know of is time management. This skill is purely transferable because it is required in almost every field of life, and so it is required in housekeeping as well. The skill is essential because it includes understanding the time each time requires to get completed and how the workload can be managed effectively. Furthermore, since housekeeping contains physical labour where the workers have to endure bending, lifting, and moving objectives, another skill needed is a lot of stamina. Good stamina would allow the worker to move heavy objects without becoming exhausted almost immediately, be able to stand and lift, and not get aches in joints (Brody, 2019). Moreover, another important skill is communication. Housekeeping workers at a hotel work in teams; I have observed that, so I know that communication needs to flow between members smoothly. The importance of having this skill resides in interacting with colleagues so confusion cannot arise, informing supervisors about progress, understanding instructions, etc. As a result, it is important to exert good communication and exceptional teamwork abilities because they are vital for any housekeeping staff member. Finally, another critical skill is the ability to showcase professionalism. Housekeeping staff gets access to the guests' belongings and rooms while they are staying, which is why they have to stay professional and reliable at all times. This would allow them to respect the privacy of the guests and feel indifferent to everything. Therefore, this skill also includes the ability to not take offence when a guest complains or says something rude or frustrating and just carry on with a cool and calm attitude. Hence, I understand that these skills are important for any housekeeping member. I learned this from lectures and theories, but my knowledge was also increased due to personal experience.

Personal Experience 
The personal experience that taught me so much about housekeeping was the time when I decided to be a part of this team in a local motel near my house. It was a summer vacation during my teen years, and I decided to get a job because I was unproductive the whole day, which I did not want to be. As a result, I applied for a housekeeping position, the only position that was adequate for my age and qualification, in that motel and got accepted just two days later. This was my first time working in the hotel industry, and I realized that I did not know much about it. The only impressions I had of the sector were the couple of times I had stayed as a guest, but working in one was a completely different experience. Although the motel was small, the manager was strict, and she made sure housekeeping was done at its finest. Being the youngest in the team, I was assigned the task of changing sheets and pillows only, but I learned so much from the experience that I am sure will affect me for a lifetime. I learned what skills are required for this team, why its duties are so important for the guests, and how nothing negative should be taken to heart unless it is very serious.

Final Thoughts
In conclusion, I would say that since housekeeping is important for a hotel, the job is difficult because the company one is working for holds so many expectations that it gets challenging to navigate through them. But with the right skills, this can be overcome.
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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?

	The guest complained, but no immediate action was taken before I was called.
	The housekeeping workers were confused and did not know what to do except to fetch me.
	I will ensure the guest that their complaint will be taken care of immediately.
	I will inform the housekeeping team what they need to do if a similar situation arises.
	I will teach the housekeeping team the importance of cleaning rooms for guests, especially for new arrivals.

	The room in question is clean except for the pillows and the carpet.
	The housekeepers might have missed the spots, forgotten to do the duty, or did not think it was important to do them.
	I will instruct the workers to clean these areas at once and will give the room another inspection.
	I will make rounds in unoccupied rooms to ensure everything, from the ceiling to the floor, is spick and span.
	I will inform my team how they should clean the room and why making sure everything is clean is important.

	The guest’s voice is very loud, and other people can hear them.
	They are frustrated because no immediate action was taken.
	I will lead the guest to a more private corner so the matter can be discussed quietly without disturbing the other guests.
	I will take immediate action and take the guest to a room before hearing about the complaint.
	I will teach the team why taking immediate action is important and how to deal with a loud guest.

	The hotel's reputation is at risk.
	The complaints ringing out from the guest would not only guarantee a negative experience but might leave a bad impression on other guests, too (Mmutle and Shonhe, 2017)
	I will ensure every other guest's need is taken care of before they have a chance to complain about it.
	I will make a note of monitoring reviews and making sure that no complaints can arise.
	Training the staff is important in making them realize why rooms have to be cleaned at all times.

	The housekeeping workers are incompetent.
	They did not receive enough training.
	I will set up training programmes for them.
	I will make them certain that they should not be afraid of pointing out their weaknesses because I can help them improve.
	Provide training and development sessions every day for two weeks.




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 slide shows what housekeeping means. The definition is unclear to many, so knowing it will shed light on why housekeeping is important.
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	Training Notes: Even though the housekeeping staff is assigned duties, it is vital for them to know how they should treat guests because they would encounter them while on their duty rounds. Being friendly and approachable is key because the guest would find this appreciative. Making them feel important is critical.
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	Training Notes: Noting how the guests have to be handled carefully, addressing their inquiries should be done in the same manner by the housekeeping staff. Hence, this slide shows some guidelines on how this scenario can be tackled.
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	Training Notes: Since the housekeeping staff has to ensure everything the workers in it do is clean and emits good hygiene, it is important they themselves remain clean and healthy. This slide showcases what they need to do so they can look presentable and like an impressive housekeeping staff.
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	Training Notes: To refresh what needs to be done in housekeeping, these duties are listed down. Every worker on the staff needs to make sure they do these duties timely and in the manner that is expected from them.
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	Training Notes: To give a better explanation of how these duties can be upheld, an employee engagement model can be consulted. This model was given by Kahn and is often attributed to the three dimensions he presented, which are given above. Following this model, a clear sense of focus can be achieved. The model is further exemplified with an industry instance, indicating that the hotel has responsibility over its employees.
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	Training Notes: Guests are the most important part of the hotel, so they need to be respected at all times, even when their rooms need cleaning. These steps should be followed to enter a guest’s room.

	
[image: ]


	Training Notes: When providing services to an occupied room, these steps should be followed.
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	Training Notes: On the other hand, for unoccupied rooms that do not have guests at the moment, these steps should be followed. It is necessary not to miss any of them.
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	Training Notes: It is common for housekeeping worker to run into problems while they are performing their duty. Hence, if such a case arises, these steps should be followed.
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TAKING CARE OF HYGIENE

« Apart from the responsibilitics, the housekeeping workers
should groom themselves and take care of their hygiene.

« Itisapart of looking presentable and healthy.
« All employees should wear their uniforms while at work.
« Make sure your hair, nails, and skin are well-taken care of.

« Don't forget to shower and brush your teeth regularly.

* Do not consume or chew unhealthy substances.
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A RECAP OF HOUSEKEEPING DUTIES

Housekeeping duties include:
+ Cleaning the guest rooms, which involve making the beds, changing sheets, and mopping the floors.
+ Replacing supplies in the guest rooms, like towels, linens, cte.

+ Cleaning the bathroom and its fixtures like sinks, toilets, ctc.

+ Dusting the furniture in both guest rooms and public arcas.

+ Cleaning and organizing public arcas in the hotel like the lobby or lounge.

+ Responding to complaints made by guests.

+ Assisting guests with housckeeping dutics.
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EMPLOYEE ENGAGEMENT MODEL

* o be more specific, an employee engagement mode can be consulted.
* This model s called Kahn's Three Dimensions, which include meaningfulness, safety, and availability (Meyer and Schueider, 2021).

+ Given by William Kahn, the model states that employees can feel engaged with work if they find  sense and purpose in it (meaningfhlness), feel safe while
doing it (safety), and are present both mentally and emotionally while they are at it (availability) (Kaha, 2017).

- Therefore, it i the hotel'sresponsibilty t ensure alltee dimesions ae met.
- An industial example can be given.

- Meaningoiness can be achieved by remiading the staf ov cleaaliness can bring comfort and satisfaction to guess (Siagh, 2019).
- Safety is preseat because the work environment is

* Availabitity is supported by ensuring a healthy work-life balance, offering assistance, etc. (Akob et al, 2020).
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HOW TO ENTER A GUEST'S ROOM

Knock the door fo the guest’s room before entering and announce “Housekeeping” or “Cleaning
service” fo let them know:

‘Wait for the guest to open the door, and if they grant permission, enter their oom.

Make sure the guest’s privacy is not violated, including leaving if the guest requests for no
disturbances or no cleaning.

Pay heed to signs hanging on door knobs, which say “Do Not Disturb.” Follow the sign, unless
there is an emergency.

Greet yourselfin a fiendly way before proceeding to clean the room.

Do your housckeeping duties as cfficiently and quickly as possible without disturbing the guest
or their belongings.

Once the duties are done, thank the guest and take your leave.
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PROVIDING SERVICES TO OCCUPIED ROOMS

* Knock and announce yourself before entering

+ Always ask for the guest’s consent to clean their room. This is important because the guest’s wishes have to
be respected (Samosir, 2022).

+ Always provide services to occupied rooms at appropriate times, which include early momings and late
evenings, or upon the guest’s request.

* Present a professional and friendly attitude while interacting with the guest.

* Do not touch or move the guest’s belongings

* Make sure the guest is comfortable during this whole procedure; open windows and let the ventilation in.
* Restock supplies.

* Give a final inspection and leave the room after thanking the guest and appreciating their stay.
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PROVIDING SERVICES TO UNOCCUPIED ROOMS

+ Providing services to unoccupied rooms means cleaning it thoroughly for the guests that will occupy them (Wood, 2017).
+ Wear safety gear like masks and gloves.

+ Check for any signs hanging on doorknobs. If they are present, follow them.

+ Open windows to ventilate the room and make it airy for the arriving guest

+ Clean and dust the farnifure in the room. Be detail-oriented while doing so.

+ Vacuum the carpets and mop the floors.

+ Restock the supplics and make sure towels, linens, and pillows are clean.

+ Ensure that no unpleasant smell is lingering in the room.

+ Givea final inspection, close the door, and lock it to secure it for the next guest.
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IFYOU HAVE A PROBLEM

* Ifyou face any issue while performing your housckeeping duties, first assess the situation.

* It is important to evaluate the situation because it can reveal where the problem lies and what actions can
be taken to address it (Joshi, 2016)

* Follow the process given out at this time.

* Seck help from ofhers. These can be housckeeping colleagues, the supervisor, or someone in a more

authoritative position.
* Communication is key. Ensure the message is delivered clearly so nothing in the problem can go amiss

* Ifthe problem poses a threat o a guest’s or worker's safety, take immediate action.
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Any Questions?
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WHAT DOES HOUSEKEEPING MEAN?

Housekeeping is defined as a set of routine tasks or duties that involve ensuring cleanliness, organization,
and timed orderliness of areas where people live (Alcalde- Gonzélez et al., 2021)

1t includes work like dusting, mopping, vacuuming, etc

« It can occur anywhere, but the focus is on hotels.

Housekeeping is not just about cleanliness; it’s also about nurturing an environment where heaith and
hygiene is secure.

* It makes sure hygiene is taken care of.

Therefore, since guests come to hotel, housekeeping is a top priority.
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GREET THE GUEST

The housekeeping staff is required to greet the guests whenever it sees
them (Brody, 2019).

Always be friendly and greet them with a smile.
Wish them a good morning, afternoon, or evening, as per the time.
Ask them if they need anything.

If they don’t understand English, converse in gestures if it’s absolutely
necessary, but politely.
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DEALING WITH GUESTS’ QUERIES/COMPLAINTS

When dealing with guest queries/complaints, the housekeeping staff has to be vigilant (Nimsi et al., 2020).
Always listen intently and politely to fully understand the guest.
Maintain a professional yet approachable attitude.

Offer applicable solutions in a clear language to avoid confusion. .

If the query/complaint is complex, seek help from the supervisor.
Be patient when dealing with a particularly frustrated guest.

Thank the guest for detailing their inquiry.




