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There are many key skills required when working in the housekeeping team. “Housekeepers are an important part of maintaining the cleanliness of hotels” (Indeed, 2023). A few of the soft skills that housekeepers possess would be “time management, attention to detail, communication skills, interpersonal skills, flexibility, customer service and many more” (Indeed, 2023). There are also many hard skills a housekeeper has these include, “carpet cleaning, sweeping, deep cleaning, mopping, vacuuming, infection control, bathroom and bedroom cleaning etc” (Indeed, 2023). 

To, “succeed as a housekeeper there are many other skills and qualities a person must possess such as organisational skills, laundry skills, honesty, active listening, flexibility, reliability, hardworking, caring and having self-control” (JD&RE, 2023). “Being organised is an essential skill for a housekeeper. You’ll have to keep track of numerous tasks and jobs and keep all your equipment and supplies organised” (wikiHow, 2023). “The housekeeping job requires that you comport yourself in a professional way that will make you keep your emotions and anger under control and avoid aggressive behaviour even in tough times” (JD&RE, 2023). Therefore, having self-control is another important skill. As a housekeeper working in a team is essential in this department and this would be one of the major skills a great housekeeper has. “A housekeeper should be comfortable taking directions and following orders, making sure to help colleagues out, housekeeping tasks should be viewed as a team effort, so by working together and helping each other out, will be the best standard achieved” (poloandtweed, 2023). “Housekeepers play a huge and a very important role within the entire hotel” (hoteltechreport, 2023), as they are the main people that take care of the room the guest will be staying in, so it is very important to ensure that all rooms are clean and set up in the same manner and standard for every room and that it is consistent throughout. “Self-discipline and thoroughness are necessary” (WikiHow, 2023). These possess a great number of skills as attention to detail, being organised, cleanliness and teamwork all come into it. Housekeepers will also have a time limit to how long they can take to finish a room therefore time management is crucial to ensure that all rooms are done by a certain time frame, so it is ready for the guests when it is time for check in and allows front desk staff to allocate rooms which have been cleaned and done to the hotel standard. Therefore “working quickly but efficiently is one of the top key skills to have as a hotel housekeeper” (poloandtweed, 2023).  

“Housekeepers can also undergo housekeeping training to improve their housekeeping skills. By taking pride in their work ensures that they have done the job to the best of their ability and helps to ensure that the guests are satisfied which also keeps them motivated” (Indeed, 2023). “Communication is another factor that is very important as housekeepers will be communicating with guests daily, therefore effective communication is very important. They must help with requests for additional personal items such as towels, soap etc” (JD&RE, 2023). Not only that but they will also be communicating with other members of staff, managers etc and reporting any issues back to their managers/colleagues. 

Whilst being on placement at Holiday Inn I can say that from my personal experience on housekeeping, I believe it is a crucial part of the hotel industry and without all these amazing housekeepers who do a fantastic job day in and day out the hotel will fall apart. It is a very hard and straining job and being able to give the same standard of service to every room is hard but is a must. Throughout the day making beds, making sure there is no marks on any bedding also doing ‘hospital corners’ on beddings, cleaning the room and the bathroom, hoovering, mopping and making sure all equipment/ everything is working in the rooms is vital. So, if anything is not working or toilets etc are blocked maintenance needs to be made aware of it so that it can be sorted and available as soon as possible for the next booking/guest. But housekeepers do it very professionally using all their skills both soft and hard to accomplish this on a day-to-day basis. The rooms are the only and most important part of a hotel for a guest as they are mainly using this facility. Guests come from all over the world to stay in hotels, so they expect the rooms they stay in to be perfect especially the bed as it is the focal point of the room, and it is where the guests will be sleeping. So, if the room and bed is not up to standard that will leave the guests very unhappy and some even angry which will have a bad reputation on the hotel meaning bad reviews etc and revenue will decrease. 
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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?


	The room is dirty. 


	Could’ve happened due to insufficient time. 
	Apologise to the guest first and foremost. 
	Inspect the room more than once. 

	Have team meetings regularly.

	Unclean room.
	Could’ve just been missed. 
	Rectify the situation quickly. 

	Effective communication with staff to prevent things like this reoccurring. 
	Ensure regular training is undergone. 

	The room wasn’t cleaned properly. 

	Maybe the housekeeper wasn’t feeling too well and couldn’t do all the jobs properly. 
	For the upset guests I will offer them a new recently inspected room making sure that the room is up to standard, so no further complaints are made. 

	Make sure all the rooms are thoroughly cleaned and up to standard before guests check in. 
	Make sure the housekeeping team are kept motivated e.g., set goals, have bonuses, flexible working hours. 

	The rooms cleanliness is not up to standards.




Dirty room  
	Maybe the job was rushed. 




Could be due to lack of training. 
	If the guest doesn’t want a room change, I will offer them a complimentary meal at the restaurant or another extra amenity while the housekeepers take another attempt at the room. 

	Have enough housekeepers so its not much strain on other housekeepers. 

Make sure all housekeeping staff are well enough to continue with their work and have no issues be it personal or work related so it doesn’t affect their work. 
	Have effective communication so the team are comfortable and know that they can communicate with each other/ managers etc effectively. 

	The room wasn’t cleaned to the guests’ expectations. 

	Maybe the housekeeper was having an off day and wasn’t taking much care and interest in doing the job professionally that day. 
	Acknowledge their concerns. 
	Ensure that all rooms are exceptional for the guests. 
	Ensure team support is given and provided.  




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: Hello, my name is Syeda I have put together a presentation of a training guide on housekeeping. We will look into this into more detail. 
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	Training Notes:
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	Training Notes: Within this presentation we will be looking at various topics on housekeeping. Such as brand and room standards, laundry and various housekeeping duties, the proper use of chemicals within the workplace, health and safety, equipment and maintenance and fire protocols.  
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	Training Notes: So, let’s start with what housekeeping is and its importance. Housekeeping is vital within the hotel industry without housekeeping the hotel will fall apart realistically. The focal point is maintaining cleanliness of rooms which includes changing and making beds, cleaning and sanitising bathrooms, polishing surfaces, hoovering, mopping, cleaning public areas etc rooms needs to be cleaned, sanitised, set up all ready for the next guests checking in. So, when the guests come into the room, they know it’s all been cleaned ready for them making them feel welcomed and ensuring a comfortable stay for them.  
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	Training Notes: By brand standards every room needs and must be the same throughout just the way every room looks the same the same way it needs to cleaned and presented in the same manner, Each and every hotel will have their own brand standards so according to your hotel you must make sure you are following their standards and do the job accordingly to the highest level of manner. Wearing uniforms, using the appropriate equipment and products whilst maintaining health and safety as it is very important. Communication is essential as housekeeps you need to communicate with your managers, maintenance, guests, reception staff etc. 
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	Training Notes: So, there are many housekeeping duties in a hotel which are listed above and for all this you need both soft and hard skills. Obviously, the main things are cleaning rooms, changing beds and making them, disinfecting and cleaning bathrooms etc. Furthermore, regarding laundry all linen, bedding must be clean do not put any marked bedding, pillowcases, towels out. Other duties include maintaining guest privacy also making sure to have self-control as guests’ items will be left in the rooms so when you enter a room to clean it make sure you keep the guest stuff as it is unless advised otherwise. These are all skills which a good housekeeper holds. 
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	Training Notes: As a housekeeper the use of chemicals will be your daily thing. So, make sure all chemicals are used appropriately and labelled correctly so you know what chemicals are for what use. Appropriate training for use of chemicals is also required. Mixing of products is hazardous so make sure the ones that need mixing are done appropriately. 
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	Training Notes: Health and Safety is very important as your health and safety matters as does everyone else’s. When changing beds or moving furniture or cleaning bathrooms make sure you are using your body appropriately for example when lifting the mattress make sure you bend and lift with your knees. Bending down properly etc, not putting too much strain on your body. You must follow health and safety protocols that are put in place at the workplace. Put signs out for wet floors etc. Also handle chemicals safely. 
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	Training Notes: There are many equipment used when it comes to housekeeping such as the trolley or cart where all your cleaning materials as well as the beddings/towels/toiletries will be placed for when you go into the rooms to do your job. That you will have to have with you and push around when you are going round to the rooms. The hoovers, mops, brushes/brooms, sprays/disinfectants will also be used, and you will need to take them wit you too. So, carrying your equipment safely and placing them somewhere safe is vital as in the hotel there are guest and other staff members safety you also must think about. 
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	Training Notes: You might say how is maintenance involved within housekeeping. Maintenance plays a huge role as well because if there’s anything wrong within the room and the hotel the person that needs to fix or sort the problem will be maintenance. A housekeeper is the first person to enter a room after the guest leaves, when they go in, they will notice if the TV, Lights, Air Conditioning is in working order. Also, when you go to clean the bathroom let’s say the toilet is blocked for that you will need maintenance support. You must know the fire protocols it is very important. Make sure you know where the fire exits are, where the assembly points are, where the fire extinguishers / blankets are placed. For both your safety and the guests. 

I hope this guide has helped you understand what housekeeping is and what is required of a housekeeper. 
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What is housekeeping?

o “Housekeeping is about presenting a clean, sanitary and welcoming environment” (little hotelier, 2023).
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                    What is housekeeping? ◦ “Housekeeping is about presenting a clean, sanitary and welcoming environment” (little hotelier, 2023). ◦ “Making guests feel welcomed and comfortable” ( overstaytonight , 2023). ◦ Maintaining brand standard ( realdaily , 2023).       (Bing, 2023)
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                   Brand Standards • Every room needs to be of the same standard. • “Uniform” • “Equipment” • “Products/ Cleaning materials” • “Maintenance” • “Laundry” • “Communication” • “Health & Safety” • “Fire Protocol” (Polo and tweed, 2023).       (Holiday Inn Sunderland, 2023)
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                    Laundry & Various Housekeeping Duties ◦ Cleaning rooms & “Polishing” (JD&RE, 2023) ◦ Making beds ◦ “Cleaning & disinfecting bathrooms” (JD&RE, 2023) ◦ “Replacing used towels with new ones” (JD&RE, 2023) ◦ Hoovering & Mopping ◦ “Ensuring new toiletries are provided” (JD&RE, 2023) ◦ Making sure everything in the room is in working order ◦ Maintaining guest privacy ◦ “Ensure clean and hygienic washing of all linen items” ( overstaytonight , 2023) (3steps, 2018)       ( hotelmanagement , 2020)
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               Proper Use Of Chemicals     • “Cleaning chemicals need to be used in correct amounts and not mixed with other chemicals unless directed” ( cleaningbusinessboss , 2023). • “ Improper use of chemicals can have serious health risks to staff and customers if not used correctly” ( cleaningbusinessboss , 2023). • “Need to know what chemicals are needed on what surfaces” ( cleaningbusinessboss , 2023). • Chemicals are hazardous ( bing , 2023)
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                  Health & Safety   ◦ “Health & Safety protocols” (Polo & Tweed , 2023). ◦ “COSHH” (Control of Substances Hazardous to Health Regulations 2002) (HSE, 2023). ◦ “Safe handling of chemicals” ( Cleaningbusinessboss , 2023). ◦ L ifting with care ◦ “Slips , trips, falls and hazards” (Walton, C 2023 ). ◦ “First Aid” (Walton, C 2023). Bing , 2023)    Bing, 2023)
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“Trolley” (Polo & Tweed, 2023)
“Mops” (Polo & Tweed, 2023)
“Vacuum™” (Polo & Tweed, 2023)

“Brushes & Brooms” (Polo & Tweed,
2023)

“Commercial cleaning equipment”
(Polo & Tweed, 2023)

Sprays, disinfectants etc.

“Appropriate equipment training”
(Cleaningbusinessboss2023).

(Bing, 2023
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                       Equipment ◦ “Trolley” (Polo & Tweed, 2023) ◦ “Mops” (Polo & Tweed, 2023) ◦ “Vacuum” (Polo & Tweed, 2023) ◦ “Brushes & Brooms” (Polo & Tweed, 2023) ◦ “Commercial cleaning equipment” (Polo & Tweed, 2023) ◦ Sprays, disinfectants etc. ◦ “Appropriate equipment training” ( Cleaningbusinessboss , 2023).    (Bing, 2023 )
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                 Maintenance & Fire Protocol • Fire Exits • Fire extinguishers, blankets • Assembly Points • “Report issues to maintenance e.g., TV issues, toilet blockages etc” (Polo & Tweed, 2023).
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