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The best housekeeping teams include members who are technically proficient, pay close attention to detail, work well together, and supply outstanding service to customers. Here are some of the most important talents you'll need to succeed in a housekeeping position, based on my experience throughout my work-study programme.
Being well-organized is a crucial trait for each member of a cleaning crew. A person who is well-organized manages their time well, completes tasks on schedule, and supports their workspace neat and tidy. The housekeeper, like the members of a housekeeping team, should think about being structured so that they can clean rooms more efficiently. To provide an example, many hotel chains provide the housekeeping staff with a checklist to use while cleaning the rooms, and I think that this is a great idea because it encourages organisation and efficiency. These abilities will enable them clean more efficiently and effectively (Stevens et al., 2023).  Having such here, I can suggest that housekeepers should make organisation a practise so that they can have a solid checklist of all the materials. Some hotel chains even supply the checklist of everything that is needed in housekeeping. Working as part of a cleaning crew needs a high level of organisation.
One of the most essential qualities in a housekeeper is initiative, along with knowledge of effective cleaning methods, supplies, and tools. Able to hone my skills in this area throughout my internship. Hoovering, mopping, dusting, sanitising, and making beds to industry standards were all skills I honed. Maintained a spotless Premier Inn by paying close attention to details and mastering a variety of cleaning techniques.
A skilled housekeeper must be able to coordinate their arrival and departure times so that they may complete their tasks within the time frame specified by their boss (Donate et al., 2022).  I believe that if the housekeeper has strong time management skills, they will be able to stay to a regular schedule and get things done when they need to be done. I think time management is important in every line of work since it defines efficient workflow and allows one to prevent delays. Given this knowledge, I can confidently assert that time management skills are more crucial than vacuuming alone for a successful housekeeper. Premier Inn is one of the United Kingdom's foremost hospitality companies, and its cleaning staff reportedly practise effective time management, which contributes to the quality of their work (Dev et al., 2022).
Good customer service and harmonious working relationships in the hotel business depend on open lines of communication (Haraldsen and Thime, 2009). Communication, whether spoken, written, or nonverbal, should be good and helpful to improve the customer experience and help effective cooperation. Learned the value of open dialogue and cooperation while working on a housekeeping crew. As a team player, I knew that it was crucial to have open lines of communication with my partners. We worked together, divided up the workload, and overcame any obstacles that arose. Working closely with different divisions like maintenance and the front desk allowed me to get insight into how the hotel functioned. As an example, I once had a guest ask for more of toilet paper when they ran out. We were able to quickly meet the guest's demands and improve their experience since we quickly relayed their request to the proper team member.
 Having frequent contact with guests throughout my internship helped me improve my customer service abilities. Being welcoming, easy to talk to, and attentive to guests' needs were all lessons I picked up. Guests had a pleasant day, and I went above and above their expectations by keeping a professional demeanour and paying close attention to their needs. Service providers in the hospitality industry need to have the skill of "active listening," or paying close attention to what customers are saying to understand and meet their expectations. Employees may engage with clients and earn their trust by actively listening to what they have to say.
In one incident, a visitor voiced their displeasure with the level of cleanliness present in their own room. Able to win back their trust in the hotel and make a favourable impression on them by attentively listening to their complaints, apologising in a heartfelt manner, and taking prompt action to resolve the problem.
The best employees in the hospitality industry are aware that listening entails more than just utilising their ears; it also involves watching the customer's body language and paying attention to their nonverbal communication. It is important to recognise when a client may be anxious, upset, or in need of support, even if they do not communicate these feelings directly (Harver 2022).
After giving some thought to what makes a strong housekeeping team member, my knowledge of the field has expanded. Success in this sector needs a wide range of abilities, including organisation, time management, communication, teamwork, customer service, and resilience (Blue, Harum, 2003). 
Personal growth combined with practical training have given me the tools to excel in my field and have a good impact on my clients and employers.
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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?


	Guest room is unclean and has someone's belongings.

	The hotel's PMS has booked the room for two people, but the first visitor is already there.
	Offer the visitor a restaurant coupon to let them relax while you find a new accommodation and apologise for the mix-up.
	Give a detailed report of the system error.
	A report detailing the inefficiencies of the system is recommended for submission to the management for review, given that this is not the first instance of such occurrences.

	A strand of hair was discovered on the bedding by the guest.


	The person in charge of cleaning didn't follow health rules and let his hair hang free. When his hair fell out, he wasn't careful.
	Mention that we were extremely attentive and apologise for missing these things, then ask if we may change the bedding without mentioning the carelessness of the cleaners.

	Check the cleaner's room before I check in to make sure this doesn't happen. I'll also tell the cleaner to follow hygiene rules and tie his hair back, so he doesn't leave behind loose hair.
	To avoid adding unnecessary stress to the person who is currently taking measures, I will make a general announcement to the staff about the complaint regarding hair and other faults discovered in the room without singling out the cleaner itself.

	The guest has seen the presence of dust accumulation in the corners of the carpet.

	The room has not been adequately vacuumed.
	After talking to the visitor and offering my apologies, I will offer to switch rooms, but not before making sure the new room has been cleaned to my standards.
	Plan to have a staff meeting or training to discuss the importance of managing guest complaints and the potential damage to the hotel's image that might result from overlooking even the smallest of things.
	Plan to have a conversation with the housekeeping staff about the value of visitor feedback and the ways in which I may aid them in honing their craft.

	
Towels in the bathroom are dirty.

	The prior guest made use of the towels and then re-arranged them in their original position after leaving. Housekeeper troughs have not been tampered with in any way, and we have not replaced them.
	We will replace the guest's towels and supply a complimentary breakfast as an expression of our regret and to let him know that this is not up to our usual standards.
	Towels, sheets, and dishes should all be removed from guest rooms and replenished on a regular basis.
	Make sure everyone on the staff is aware of the issues and stress the significance of not cutting corners when cleaning the rooms.

	After requesting room service, the guest still finds food in the room.


	The room service was sent, but the guest hardly tasted the food, and the beverage remained untouched on the tray. The cleaner did not touch it since it determined that the visitor had not completed their meal yet.
	After offering to remove the tray and apologising to the visitor, I will explain why I thought he didn't want it removed.
	Make a card to be placed on the tray that says if the customer wants the tray removed, they should place the card in front of the tray to alert the cleaning.
	Brief the group on the significance of the new card note and how to utilise it.




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: : Begin the presentation by welcoming the housekeeping team and introduce myself as a presenter. To supply the best cleaning methods, it is a talent that housekeeping staff should consider. The ability to clean a space using various methods and procedures is what is meant by "cleaning skills. “Bacteria can be reduced, and first impressions can be strengthened by thorough room cleaning (Tram et al., 2022). All housekeepers will learn about cleaning's importance, methods, and equipment. Will ensure all housekeepers can learn and apply it. Train using Health and Safety guidelines to avoid problems. 
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	Training Notes: To minimise clutter and plan effectively, cleaning staff must be well-organized (Torlone et al., 2023) so that they can keep up with all the tasks at hand.  The ability to be organised and do a good job cleaning is essential for everyone working in housekeeping. All members of the cleaning staff are encouraged to complete a checklist as part of the training process. Having a list of things to carry out can help team members get things done more efficiently and on time. 
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	Training Notes: The ability to control one's schedule so that certain tasks may be completed on time is what we mean when we talk about time management abilities. Among my responsibilities as housekeeping supervisor is teaching my staff effective time-management techniques so that they may complete their duties on schedule (Khiat et al., 2022). Standard operating procedures such as cleaning guest rooms, changing bed linens and towels, refilling amenities, cleaning common spaces, processing laundry, and reporting maintenance concerns will be covered in my meeting with my staff.
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	Training Notes: Hard skills, such as how to operate technology cleaning equipment, should also be taught to housekeeping staff. The professional task at hand requires expertise. Some examples of such hard skills are the ability to mop, hoover and practise infection control, among others (Baloch et al., 2022). When it comes to teaching the housekeeping staff technical skills, I plan to inform them of how crucial they are to the success of the company. In addition, I will encourage every member of housekeeping to make advantage of available technological resources. Intend to promote educational activities that teach housekeeping skills. 
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	Training Notes: Consider the importance of managing one's time wisely when performing household duties. Methods for assigning tasks and setting realistic deadlines should be discussed. Flexikeeping (2020) suggests creating cleaning plans and employing technology to track progress as examples of effective time management practises.
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	Training Notes: The hospitality industry must prioritise health and safety (Gov. n.d.).
Provide details on the hotel's cleaning policies, hygiene standards, and emergency plans (Garrod 2007; Fireco 2018).Industry rules such as COSHH (Health and safety regulations 2023) and HACCP (Hazard Analysis Critical Control Points) should be used as examples. Danger of tripping and falling (Carracedo, 2018).
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	Training Notes: Ability to engage with others, both verbally and nonverbally, using appropriate terminology and appropriate body language constitutes communication competence (Farrell et al., 2022).  Having strong relationships among the housekeeping staff are crucial, since it helps everyone do their jobs better and makes the office a more pleasant place to be. Housekeeping staff personnel should consider guest behaviour and manners. When engaging with visitors, it's important to remember the fundamentals of good manners (Makhammadovna et al., 2022).  The ability to do so will help the guest make a favourable impression on the hotel staff.
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	Training Notes: Sustainability is a major focus in the hotel industries, which benefit greatly from the efforts of the housekeeping staff. Housekeeping services that go green lower their impact on the environment by using fewer resources and producing less garbage. Radon et al. (2012) found that adopting green cleaning solutions in hotel industry might reduce negative effects on the environment and safeguard the health of customers as well as staff members. Housekeepers can encourage visitors to reuse towels and linens by instituting suitable laundry processes. The need of water conservation practises in the hotel business to reduce water usage and environmental implications is highlighted in research by Roper et al. (2016). Zeng et al. (2018) found that hotel trash management, including recycling, reduces environmental impacts and meets sustainability goals. Energy-saving appliances and lighting, optimising heating, and cooling systems, and encouraging personnel to switch off lights and equipment when not in use may also improve housekeeping practises. Ma et al. (2017) emphasises cleaning staff's role in hotel energy-saving programmes.
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	Training Notes: Mention the continuing training programmes and resources that are available to the housekeeping staff, talk about the career development options that are available within the department, and urge staff members to seek professional certifications or courses that are linked to housekeeping.
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	Training Notes: Conclude the session by reviewing the most important takeaways and expressing gratitude to the learners for their participation. Stress the significance of following all brand guidelines and safety protocols. Conclude the presentation on a high note, encouraging everyone to pull together and succeed.
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