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A housekeeping team member is an individual that performs extraordinarily versatile work throughout the day. Often, guests take for granted having a clean room to enjoy, but it is not always an easy task for the staff. Housekeeping is one of the "most critical function" of hotel operations (Andrade, 2020). 
Although housekeeping is the largest and usually the lowest-paid department the employees must have a variety of soft and hard skills. These abilities are essential for a successful and effective housekeeper. Iorio (2022) considers that soft skills are difficult “to list, quite difficult to learn, and even more difficult to assess”. 
Time management is a soft skill that a person can have or acquire in time. The strategy of the 4 D's of Time management can aid staff members in speeding the decision-making process and boosting productivity. I will use this strategy, especially on busy days, to be more efficient. In addition, the knowledge of the 4 D’S will enable me to finish my daily tasks faster. Griffin (2022) states that “many daily pressures can be reduced or eliminated” if time management is used more frequently. 
Housekeepers experience a lot of pressure due to having limited timeframes for each room. Sometimes, the need to be fast is detrimental to the quality of work performed. Kensbock (2016) said that the need for fast-paced service means that there will be a decline in quality rather than a change regarding speed. 
During my placement at Rossington Hall, I observed in the last months that a staff member is working each day across different departments within the hotel. As a result, working here means one must be a front desk officer, a housekeeper, a waiting staff, and a wedding planner too. I believe that managing time efficiently and productively is an ability of great importance. In future roles, I will try as much as possible to be organized and write an action plan before the start of daily duties.  
Another fundamental skill of a housekeeper is working independently and diligently. My hotel placement experience helped me to become more diligent in my work even if I am doing window cleaning, vacuuming, or polishing cutlery. I also researched if things have changed in this regard over the past decades.
In the 19th century, women who managed English country houses had many responsibilities and were autonomous. Hughes (2015) studied how these women accomplished their daily chores and observed that the housekeeper position "allowed women to be independent".  
Nowadays, there is an extensively present phenomenon called “McDonaldization” that focuses on standardized work schedules, rigorous technologies, and homogenization of work (Wood, 2015).
Unfortunately, the hospitality industry is also affected by this process. While I agree with the fact that routines are needed for consistency and a checklist is always beneficial, I think that staff benefits from limited independence. While on placement, I followed the routine all housekeeping staff is adhering to and I found it to be straightforward. In terms of working independently, I believe housekeepers must be allowed to adjust and make improvements accordingly for the common goal. Most of the people I encountered, including myself, diligently completed the assignments within the housekeeping department. 
Burj al Arab, a 5-star hotel based in Dubai, prides itself on amazing customer service and great housekeeping. Michael W. (2022), a very happy and satisfied guest, mentioned that his stay at the hotel was great and was impressed by the cleanliness of that space “the rooms are huge and spotless and service is bar none perfect … the experience really special” (tripadvisor.co.uk). 
A housekeeper must also have hard skills. These include vacuuming, sweeping, window cleaning, polishing, bathroom cleaning, and more.
Rossington Hall is an establishment that caters to guests seeking privacy and who expect high standards when it comes to their lodging experience. Consequently, attention to detail was required when I was vacuuming, cleaning a bathroom, or polishing the piano in the guest services area. 
I learned different soft skills during my placement and hugely improved my hard skills. I will most likely use these skills in any similar hotel position. For example, as a housekeeper, I will pay attention to detail, such as removing the dust on top of picture frames or cleaning the remote control, and overall being diligent but using time management skills to ensure productivity and efficiency. When the hotel is fully booked, I will prioritize the tasks while ensuring each room is pristine and checklists are completed.     
In Barcelona, a group of housekeepers called Las Kellys spoke about their challenges to reduce inequality in the workplace. Forty women were interviewed, and the survey concluded that cleaning work is not a form of servility and women get strength from the guests’ positive feedback (Alcalde-González, 2021).
The study of housekeeping skills is considerably important for a future housekeeper. People working in the industry can acknowledge and explore the tools needed to succeed in a very challenging but rewarding line of work. 
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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.


	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?


	

Dirty windows
	The reason behind this issue is that the dry duster used to buff the surface was dirty so there were a lot of streak marks.
	All members of the housekeeping team are going to be provided immediately with additional cleaning cloths.
These must be reusable and fast-drying cleaning cloths.
It is important to save money on waste disposal costs (related to paper towels) and reusable cloths provide excellent performance.   
	I will print and laminate a window cleaning guide.
It will be placed on top of all housekeeping trolleys. 
A good number of guides to be found in the laundry room for replenishing purposes. 


	By implementing control measures such as random spot checks, the team will be more vigilant and improve the standard of work. 
Training on window cleaning done by professional personnel to be conducted once in a half a year.   

	
Stained pillowcase
	The stain removal spray in the laundry room had finished and the staff failed to inform the person in charge.  

	I will go out to purchase a few stain removal sprays for the following days from the local supermarket. 
To ensure high standards in terms of the quality of the work I will control and supervise the work completed by of all staff. 




	I will be sending an email weekly to the administration team with a consumable request after carefully checking the necessary stock myself.
All stained pillowcase, sheets, and similar bedding items to be cleaned properly and double checked before placing them back to stock in the laundry room.
  
	I will motivate the team to perform to the best of their abilities by reward or penalty schemes. 
Incentives will be offered upon finding great level of housekeeping. 
On the other hand, bad or poor practices will be recorded and monitored closely. 
Staff that struggle or lack some skills will have the opportunity to attend refresher training.  

	
Smelly room

	The windows had not been opened for a long period of time. The room was located at a top floor and was not always used by guests. 

	I will assign a staff member to refresh the room by vacuuming and dusting again, also opening the windows while the guest is offered another room.   
	All rooms regardless of being used or not have to be aired and cleaned regularly. 
Air fresheners will be placed in each room. 
Housekeepers must open the windows to air the room at the beginning, before cleaning the room.
	Specific timeframes must be conveyed to housekeeping staff at the start of the shift to improve efficiency. 
Checklists will have to include opening windows and changing air fresheners refills.  

	Mould in one corner of the Bathtub


	Staff members didn’t pay attention to detail. 
Also, due to poor time management the quality of work was not up to standard and sometimes quite unsatisfactory. 
	I will ask a member of staff to clean it straight away as mould can be a serious health and safety hazard risk for both guests and employees. 
I will immediately inform the staff about the mould related legislation in the United Kingdom. 
	All members of staff must pass initial technical skill training to be confident in using different equipment. 
Training on soft skills like attention to detail, time management and communication to become mandatory. 

	Also, a monthly meeting with the housekeeping team members will take place. During the meeting employees are encouraged to discuss topics such as employee’s concerns, personal development, employee engagement.
Employee satisfaction will improve if staff challenges are going to be addressed.  Consequently, it will contribute to increase staff efficiency at work.    

	
Dirty carpet

	The vacuum cleaners are quite old and are not adequate anymore. 
	I will have to double check the rooms before any check-ins are made. 
I will ask for help to put away faulty equipment, so it does not get used by other staff members. 
 
	I will get quotations from the best suppliers of hospitality products and purchase new equipment. 
A meeting with the finance department will be scheduled to kindly request for more funds to be allocated for the housekeeping department.
I would also have to ask the maintenance team to repair existing ones too.
	Work-related equipment must be serviced regularly, and risk assessments should be performed. This will aid in reducing any possible incidents at the workplace.  
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Component Three:
Contribution to Overall Module Assessment: 50%
The task is to create a presentation following the scenario provided.
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	Training Notes: 
The following presentation will discuss the importance of training provided to the members of the housekeeping team. It will also describe the key learning objective which will be achieved through the training process. 
There are a few essential pieces of training for the housekeeping staff such as soft and hard skills training and Health and Safety training. 
The presentation will also provide the needed analysis of training components as well as elaborate on the development of essential skills for the hotel staff. 
 Topics such as meeting the standards of the organization and the employee engagement model will be addressed too to enhance the understanding of the staff. 
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	Training Notes:
Buchanan (2017) has studied the term “training” in the workplace and believes that the word ‘training’ has been extended to contain a spectrum of actions from non-formal/informal and experiential varieties of learning up to formalized occasions like speeches and direct instruction. 
The training courses offered at the Trinity Hotel must focus on improving the effectiveness of the employees in the housekeeping department. 
Kariyoto (2018) considers training to be “an understanding approach that includes the addition of skills, notions, regulations, or perspectives to improve employee work”. He added that training is the whole action of giving, getting, increasing, and developing work abilities, efficiency, profession, mindset, and job ethic in agreement with the level, function, or job capabilities. 
All in all, training is very important as it helps overall the organization by increasing staff qualifications.  Trained professionals have a positive impact through their outstanding work on the reputation of the hotel. 
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	Training Notes:
This slide describes the key objective which will be achieved by the housekeeping manager of Trinity Hotel by providing effective training to the employees.
The key learning objective of the training and development process is to boost the capability as well as the skills of the staff in providing quality housekeeping services to the guests of this organization.
Additionally, the objective is also to offer staff relevant information regarding the health and safety standards in the workplace of Trinity Hotel.
It also includes points that will be achieved through the training process to enhance the brand standards of Trinity Hotel (Jaykumar, 2020). 
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	Training Notes:
The slide describes the components which need to be implemented and managed by the manager of Trinity Hotel for the all-around evolution and growth of the staff in the workplace.
The component primarily consists of higher adjectives which are included in the training curriculum of the staff to enhance their basic understanding of the housekeeping services.
This also describes the learning approach which will be done by the manager to fulfill the key gap of the employees in providing effective services to their guests (Singh et al., 2021). 
Moreover, the manager also needs to uphold the essential factors which are needed to boost the learning process of the staff and their capabilities within the market. 
This allows the manager to enhance the quality as well as the credibility of their housekeeping staff in the workplace.
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	Training Notes:
By the implementation of effective training strategies and processes to enhance the capability of the employees. 
Some of the soft skills needed by a housekeeper are effective communication, time management skills and problem solving strategies. 
Jain (2020) thinks that as a manager, one must plan the approach to the staff as well as gain an effective understanding of their overall capability. This way work can be done in an appropriate timeframe to fill the gaps possessed by the staff of Trinity Hotel. 
This will allow development of an effective learning and training for the staff to enhance the overall standard of the brand and boost its influence in the market.
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	Training Notes: 
The slide describes the essential skills needed to be developed by the housekeeping staff. These skills assist in boosting their capability and service standards.
In the training process, the key skills which will be observed and managed by the manager consist of basic attributes and qualities which are vital for housekeeping services. 
Verma and Singh (2020) consider that technical skill training consists of teaching the staff main skills such as bed-making, vacuuming, dusting, and setup awareness.
Furthermore, the skill of cleaning the room and maintaining their daily routine will also be included in the training process to prepare them to meet the service standards of the guests.
The skill training process will also include the effective utilization of equipment which are needed for the housekeeping services.
When the staff members have better control over tools and materials, it will be easier to locate which results in an increased level of productivity. 
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	Training Notes: 
The section describes the health and safety training process which depicts the attitude needed to be maintained by the housekeeping staff in providing services to the guest.
The manager needs to ensure that required health and safety guidance is provided to the employees.
The main housekeeping guidelines are cleanliness, order, and a place for everything. 
The Health and Safety Act (1974) is a lawmaking piece that covers work related health and safety in Great Britain. This legislation establishes the general obligations of an employee toward other employees and members of the public and towards themselves as well. Important topics for training purpose must include dangerous goods handling and aspects of the health and safety plan.
Bhatnagar and Dheeraj (2019) state that the work and the standards are required to be maintained by the employees of the hotel. 
The training module is set in such a way that enables them to maintain an effective attitude as well as management of their rendering services for the enhancement of brand the value of Trinity Hotel in the market. 
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	Training Notes: 
The training process developed by the manager also focuses on the essential criteria which are needed to be adhered to to meet the standards of Trinity Hotel.
This includes specific skills and criteria which are needed to be followed for boosting the service standards by the employees of the organization (Tiwari et al., 2022). 
It also needs to consist of effective knowledge of various forms of rights and benefits which will be received by the organization in the elaboration of their standards in the workplace of Trinity Hotel. 
Moreover, the approach procedure along with health and safety standards are also developed with the training process of the employees.
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	Training Notes:
The section depicts the employee engagement model and its importance in developing training programs for the employee by the manager.
It outlines the essential framework which describes the assistance process of the organization for boosting the satisfaction and value of the consumer in the workplace. This also states that a manager should respect the staff while providing them with the needed training for their overall growth and development in the workplace (Singh, 2019).
This model is needed to be used by the housekeeping manager of Trinity Hotel to make the training process more effective for their staff and their ability to manage the training process in the workplace.
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	Training Notes:
The presentation has described the key learning objective which will be achieved by the manager through their training process. 
The presentation has provided an effective analysis on the training component as well as the skills which are needed to be developed by the staff of the organization for enhancement of their overall service capability in the market.
Learning outcomes are highly beneficial for the business. Waqanimaravu and Arasanmi (2020) believe that “training plays an influential role in enhancing employee routine, better quality service and competitive benefit”. 
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                                                  Importance of training  Training is no longer a simple course it has become an extended process (Buchanan, 2017).  Training improves the effectiveness of the employees.  Training is “an understanding process that involves the acquisition of skills, concepts, rules, or attitudes to improve employee performance” ( Kariyoto , 2018).  Training enhances the overall reputation of the brand.    PRESENTATION TITLE 2   
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                Learning objective    The training and development process increases the capability as well as the skills of the staff.  The objective is also to provide knowledge regarding the health and safety standards in the workplace of Trinity Hotel.  Includes points that will be achieved through the training process ( Jaykumar , 2020).  Training process will enable the growth of the brand standards of Trinity Hotel.                               
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                                                                                                                                                                                   Training component        The training curriculum of the staff to enhance their basic    understanding of housekeeping services.        Learning approach which will be done by the manager to fulfill    the key gap of the employees (Singh    et al    ., 2021).        The manager also needs to uphold the essential factors which    are needed to boost the learning process.        Management of staff and their capabilities within the market. 2/2/20XX PRESENTATION TITLE 4                                
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                                                  PRESENTATION TITLE 5  Soft skill training  Implementation of effective soft skill training strategies and processes for the employees.  Plan an approach to the staff as well as gain an effective understanding of their overall capability (Jain, 2020).  Allows them to work on the gaps which are possessed by the staff.  Enhance the overall standard of the brand and boost its influence.      
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                                                                                                                                                                            Technical Skill Training      6   Bed making  Skill 1   Dusting and setting awareness (Verma and Singh, 2020 )  Skill 2   Cleaning the room and maintaining their daily routine.  Skill 3   Effective utilization of equipment  Skill 4   Better control over tools and materials  Skill 5
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                                                 Health and safety training  Health and Safety Guidance needs to be provided to the employees in the organization.  Good Housekeeping practices include cleanliness, order, and a place for everything  Work and the standards which are needed to be maintained by them (Bhatnagar and Dheeraj, 2019).  Rendering services for the enhancement of the brand value of Trinity Hotel. PRESENTATION TITLE 7      
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                                                                                                                                                                                          Meeting standards      PRESENTATION TITLE 8  The training process developed by the manager also signifies the essential criteria.  Specific skills and criteria which must be considered by staff to boost the service standards.  Effective knowledge of various forms of rights and benefits (Tiwari et al ., 2022).  Approach procedures along with health and safety standards are also developed for staff awareness.
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                                                                                                                                                                                                Employee engagement model    1. Outlines the essential framework which describes the assistance process of the organization. 2. The satisfaction and value of the consumer in the workplace. 3. Respect the staff while providing them with the needed training (Singh, 2019). 4. Used in the development of the training process by the housekeeping manager of Trinity Hotel.            9
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                                                                                                                                                                              Summary Thank you!       10  Identification of training objectives  Different types of training  Development process of the staff  Learning outcome
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