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	It has been a very good experience for me to work in the housekeeping team as it is a great opportunity for me to learn new skills and attributes that are important to existing in the hotel industry. The work requires appropriate training and learning experiences. I have learnt many attributes while working in a team. A team is made to achieve common goals that are only being done when unity is reflected in all the decisions taking place at the workplace. The key skills that I have improved during my work will help me in delivering services with more efficiency in hotel management (Majeed and Kim, 2023). Hotels play a vital role in revenue generation of the hospitality sector so it becomes very important for hotels to provide better services to visitors. The determination towards work is very important as attitude and work efficiency of service such as housekeeping influence the mindset of visitors. It is very important to manage the task for which time management is required. This means I have to change the trash cans, vacuum, and change linens and sometimes it is more than that. Better customer services are essential as impact visitors and when there are good services it will help in large revenue generation. Work efficiency is important as it will reflect my work experience and helps me in attaining better job opportunities in future (Otegui Carles, Fraiz Brea and Araújo Vila, 2023). 
There are huge opportunities in the hotel industry so providing better services will be my priority. The global pandemic affected hotels to a greater extent. The customer gets more aware of safety and health issues. Cleanliness is more focused nowadays as health and safety concerns people are at a high level because of the pandemic. My major work-related talents will enable me to provide hotel management services with greater efficiency. Hotels must offer tourists better services because they are a major source of revenue for the hospitality industry (Hack-Polay, Dal Mas, Mahmoud and Rahman, 2022). The commitment to one's work is crucial because visitors' perspectives are influenced by the approach and effectiveness of services like housekeeping. The task for which time management is necessary must be managed carefully. Knowledge about business management skills is important as hotel management comprises of this kind of attributes that will help in proper work management. This is very helpful for me as it helps in enhancing my growth-related approach to my future. I will be able to provide hotel management services with greater efficiency thanks to the key talents I have developed through my employment (Hack-Polay, Dal Mas, Mahmoud and Rahman, 2022). 
Managing the task for which time management is necessary is crucial. Better customer services are crucial since they have an impact on visitors, and when there are good services, it will contribute to the high-income generation. Hotels must offer better services to guests as they generate a significant portion of the industry's revenue (Hahang, Bayraktar and Jiménez, 2022). The willingness to work hard is crucial since visitors' attitudes are influenced by the attitude and productivity of service providers like housekeepers. Working in a team helped me to practice a collaborative approach at the workplace as it will be to create better professional relationships at the workplace; this helps me in making my work flexible in different conditions. Sometimes when I am not available at an instant time my peers help me through their presence. The conditions are common in hotels so housekeeping services can be managed like this in some crucial conditions (Hahang, Bayraktar and Jiménez, 2022). 
I have learnt a lot as these conditions create a strong bond between team members. The maintenance and cleanliness of the surroundings in hotels reflect a better image of hospitality services. I learnt many skills like time management, determination towards work,  maintenance and cleanliness, how to serve better customers better, self-discipline and a sustainable approach to work in the housekeeping department, and effective communication with customers to know their needs and satisfy them with better housekeeping facilities. I am continuously learning new attributes that will help me in providing effective services and ensures better work opportunities in future (Lugosi and Ndiuini, 2022).  Working in a team of housekeeping made me realise that I have to be aware of health and safety measures. The employment laws that protect the rights of employees in the hospitality sector and appropriate information about safety and health concerns that are considered to be critical and are interest of employees and staff members. Patience is required when a person works in housekeeping as there are different kinds of people arriving at hotels and it requires conflict resolution skills to resolve their complaints as soon as possible. I have a memory of a customer who raised conflict due to cleanliness that I have resolved with my problem-solving techniques which have made customers satisfied with the services provided to them. Customer satisfaction is the ultimate aim of hotels as it increases revenue generation and influences the brand image of hotels in the market. Along with customer satisfaction, it stabilises customer acquisition rates by retaining existing customers and attracting new ones (Lugosi and Ndiuini, 2022).
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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?


	Room cleanliness issues 

	This kind of complaint is common and due to labour shortages services are affected. Staff members have to work in two shifts to manage the work in hotels. Another reason is inappropriate training to manage work in housekeeping. This raises questions for organisations and individuals as well. 
	I as a team leader try to schedule the working hours of team members. I will try to convince my higher authorities to conduct proper training sessions for all employees.
	Proper time management and up-skilling of staff attributes will help in resolving these issues in future. 
	The team leader will be successful only when the members contribute equally. Team efficiency can be improved by motivating them and establishing a better relationship with them. It will provide them better environment at the workplace and they will be able to perform their tasks with more efficiency.

	Equipment malfunctions 


	The broken and defective types of equipment like TV, AC and other electronic products are mostly done by customers and this activity is not a in record which makes current customers angry.
	The proper checking of all types of equipment is required before allotting it to new employees. The technical and mechanical needs that are demanded must be kept in records for proper allotment. 
	The proper management of technical and mechanical equipment and some people will be hired in this department so that this kind of issue does not arrive again in future.
	Before distributing any equipment to new staff, it must first undergo a comprehensive inspection. They will have a better working atmosphere as a result, and they will be more effective in completing their jobs The needed technical and mechanical requirements must be recorded for proper allocation.

	Communication problems with staff 


	Poor customer service results in bad communication. The customers want good services as they have chosen this hotel among thousands of options. 
	The improvement in communication skills will help in delivering better services to customers. Communication skills can be improved with time. 
	Through better communication, these problems can be eliminated and better experiences can be provided to customers. This will improve revenue generation and creates a strong customer base for the hotel. A better experience results in a better brand reputation for the organisation in the huge marketplace in the hospitality sector.
	The development of communication skills will aid in providing consumers with better services. The effectiveness of the team can be increased by energising them and building stronger relationships with them With practice, communication abilities can be strengthened.

	Noise complaints 


	The inappropriate noises that are being caused due to construction work nearby affect customers as it is a hindrance to their happy stay.
	The construction will be completed in a few days and other reasons behind the noise will be identified and strict actions will be taken.
	The noise complaints are will be removed and certain strategies will be implemented to ensure customers that this will not happen in future.
	Only when everyone in the team contributes equally will the team leader be successful and noise complaints will be resolved that reflect the efficiency of the team to resolve issues that are happening at the workplace anytime. Telling customers about these irregular noises will make them understand the problem and they will manage it somehow. This reflects the efficiency of the team in convincing them of a temporary hindrance.

	Laundry errors 


	The dirty and unclean bed sheets, curtains and other linens affect the customers. The laundry services are very basic so customers get dissatisfied when they get these errors in the hotel.
	Clean and fresh laundry will be provided to the customers. Some members of the team will be divided and will work in the laundry department to provide effective services.
	Appropriate records of laundry will be made and this will reduce the cases of laundry misplaced. This will help in the proper management of laundry and saves employees from being in a situation of chaos.
	Enhancing soft skills would enable businesses to provide their customers with better services and laundry services will be improvised in future and increases team effectiveness. The ability to communicate can be developed over time.




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: The presentation emphasises the training that is required for the employees of housekeeping. The housekeeping department is responsible for hygiene, maintenance and artistic and creative demand of commodities. The problems and complaints are discussed in the presentation that is done by customers. For proper maintenance, a training program and appropriate employee engagement model are implemented in the organisation to improve the poor condition of the housekeeping department (Cole, Stuart, Hardy and Spencer, 2022).
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	Training Notes: The tasks that are performed by the members of housekeeping the work depend on the magnitude of the room and the total number of beds. Making beds cleaning up the room, washing floors removing stains and vacuuming. The reception area, offices, lobby areas, and corridors are cleaned by the employees and it comes under the main areas of hotels that are visited earlier. The guest room, service station and linen room where all the clothes that are used in the hotel are stored are managed by them (Gim et al., 2022).
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	Training Notes: The guest laundry and linen that are used in the kitchen for different food operations are managed by employees. The installation of new commodities and replacement of default items is also done by housekeeping employees. Pest control to protect the different people associated with the hotel and it is a basic activity for keeping surrounding save from pests is done by housekeeping employees (Morsi, 2023). 
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	Training Notes: There are several problems and complaints recorded on daily basis regarding the roles and responsibilities of housekeeping. It has a huge impact on the image of hotels and the complaints are the same that are laundry misplace, dirty rooms, dirty linens and other clothes such as curtains and poor interaction of staff when some services are asked by them relevant to housekeeping (W Fakhry, Saad and Ibrahim, 2022). 
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	Training Notes: Some many skills and attributes are managed and followed by housekeeping employees in hotels. The neat and clean dress code at the workplace, products and cleaning items are provided to them for better cleaning, and cleaning types of equipment are provided and laundry is also managed by them (Gasienica, Arendt, Olson and Schrier, 2022).	
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	Training Notes: A key talent that housekeeping staff members must possess is the ability to communicate effectively with customers to better understand their needs and meet those needs. The ultimate aim of hotel management is keeping their customer satisfied this can be done through good housekeeping services. Health and safety measures are needs to be taken by housekeeping employees while working as it will affect their health and consequently affect customers' health as well (Siaw, 2022). This can be done through making customers feels comfortable, appropriate customer return, the good worth of communication, and employees are satisfied and retained properly as it completely depends on the attitude of employees. Fire protocols and safety measure needs to be followed that will attract customers and retains employees as an organisation is concerned with their safety measures as well (Bardukova, 2022).

	


[image: ]




	Training Notes: Various attributes are improved from which how cleaning skills are improved is taught in the training program. Maintaining customer satisfaction is the ultimate goal of hotel management, which may be accomplished by providing top-notch housekeeping services. The ability to communicate effectively is a crucial talent for housekeeping staff members to have because it facilitates better client interactions and helps them understand their needs (Bankova and Kutsarov, 2022). Making clients feel at ease, encouraging acceptable customer repeat business, maintaining strong lines of communication, and ensuring that employees are appropriately happy and retained which depends entirely on employee attitude are all ways to achieve this. This can be done through effective communication and an interactive approach is taught during training time (Bankova and Kutsarov, 2022).
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	Training Notes: One essential talent that housekeeping staff members must possess is the ability to communicate well with consumers to better understand their requests and needs. To maintain client satisfaction, hotel management must provide quality housekeeping services. The better presentation of services creatively and appropriately influences employees to re-visit the hotel. This can be accomplished by creating a comfortable environment for consumers, encouraging suitable customer return, using good communication techniques, and ensuring that employees are appropriately happy and kept because employee attitude is the only factor that matters. The knowledge of health, safety and fire protocols are provided to employees in a training session (Peng, Yang and Huan, 2022).
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	Training Notes: AON Hewitt's model of employee engagement is one of the most prominent models that retain customers. The hospitality sector has its issues and conflicts that alter the different operations in hotels. The employees of housekeeping are also gets affected by many issues like wages, less recognition in work and lower scope of opportunities at the workplace. This model helps motivate employees who help in the growth of the organisation and employees as well (Rabiul, Shamsudin, Yean and Patwary, 2022). 
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	Training Notes: The presentation focuses on the various tasks and responsibilities of housekeeping employees. The complaints are increasing that making organisations conduct a training program to provide better knowledge of various attributes that are required by employees to provide their effective services. An employee management model is also implemented to retain and motivate employees so that they could work to their full potential in an organisation (Baxter-Reid, 2022).	
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EMPLOYEE ENGAGEMENT MODEL
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CONCLUSION
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