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Working as a member of the housekeeping staff at a hotel, such as the Premier Inn Gravesend Central, needs having a varied range of abilities and characteristics to guarantee the smooth and successful operation of cleaning and keeping guest rooms and common spaces. A dedication to delivering outstanding customer service, attention to detail, time management, teamwork, communication, physical stamina, and physical stamina are some of the important characteristics that workers on the housekeeping team are expected to possess.

· Attention to detail: Paying close attention to detail is an essential ability for those working in housekeeping. It entails ensuring that a high quality of cleanliness and presentation is supported across the whole hotel. To guarantee that each space has been meticulously cleaned and cared for, housekeepers need to have a great eye for detail. It is necessary to pay attention to detail in order to give visitors with a comfortable and clean place to stay (Al-Kuwari and et. al., 2021). This includes everything from sanitizing restrooms to changing bed sheets, as well as vacuuming carpets and dusting furniture.

· Time Management: In the housekeeping department, effective time management is essential to do all the jobs that have been distributed within the allotted amount of time. Housekeepers must juggle a number of obligations, including the cleaning of guest rooms, the replenishment of supplies, and the fulfilment of requests made by visitors. They can prioritize activities, keep up with deadlines, and ensure that operations continue to use smoothly because they are adept at managing their time effectively. Housekeeping employees handle ensuring that rooms are cleaned on time and that the needs of guests are served on time by managing their time effectively.

· Teamwork: Working together as a unit is one of the most important aspects of the housekeeping department. Employees in housekeeping often coordinate their efforts with those of other members of the team to guarantee that the hotel is kept clean and in good repair. It is possible that they may need to collaborate with their coworkers to clean public areas, trade supplies, or aid in attending to the requirements of visitors (Wiadnyana and et. al., 2019). The cleaning crew can increase production, improve efficiency, and give visitors with an experience that is consistent because of their collaborative efforts.

· Communication skills: The ability to communicate in a way that is both clear and successful is essential for members of the housekeeping crew who deal with their coworkers and customers. They must be able to effectively interact with other members of the team, as well as supervisors and representatives from other departments, to exchange information, coordinate work, and resolve any concerns or problems that may crop up (Andrade, Miller and Westover, 2021). In addition, housekeepers need to have excellent listening skills to understand the demands made by guests and ensure that their requirements are provided in a prompt and right manner. The efficient running of operations and increased happiness of guests are both results of effective communication.



· Physical Stamina: The personnel who work on the cleaning crew need to have significant amounts of both mental and physical stamina. This is a physically demanding work that requires long amounts of standing and walking as well as lifting. Housekeepers often put in long hours, and their duties may require them to clean a number of different rooms in a single day. They can fulfill their responsibilities in an effective and efficient manner because they are physically fit, which guarantees that all sections of the hotel are adequately cleaned and kept (Mejia, Ciarlante and Chheda, 2021). To be able to satisfy the demands of the job and supply exceptional service to the customers, one must have the physical stamina to do so.

· Excellent customer service skills: Finally, it is essential for cleaning employees to have a strong dedication to supplying superior customer service. Even while they may not have as much direct contact with guests as some of the other members of the hotel staff, they nonetheless play an important part in ensuring that visitors have a pleasant stay. Housekeepers should constantly try to surpass the expectations of guests by keeping a clean and pleasant atmosphere, reacting quickly to requests, and presenting themselves in a manner that is polite and approachable. Their dedication to supplying excellent service to customers helps ensure that everyone has a positive experience and continues to return.
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Component Two:
Assessment of Practical Tasks
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 professionally 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 was not professionally cleaned.





	· Human mistake, a failure to pay attention to detail, or a lack of proper training in cleaning techniques are all potential causes.
	· Express regret to the visitor for the inconvenience and reassurance that the problem will be quickly resolved (Pavlatos, Kostakis and Digkas, 2021).
· Assign a housekeeper to address the guest's room's cleanliness problem right away.
· After the room has been thoroughly cleaned, check in with the guest to see whether they are satisfied with the cleanliness.
	· Make a comprehensive inquiry to find the issue's underlying causes.
· Give housekeeping personnel further instruction or refresher training on proper cleaning procedures.
· To make sure cleaning requirements are followed, strengthen supervision and quality control systems (World Health Organization, 2020).
	· Use a standardized room cleaning checklist to make sure all duties are conducted consistently (dos Santos and et.al., 2020).
· Encourage personnel to discuss issues, ideas, and comments by fostering open lines of communication within the team.
· Create frequent team meetings to go through difficulties, exchange best practices, and praise exceptional work.

· Offer possibilities for professional growth and skill development through certification or training programs.
· Establish a mechanism for performance evaluation that honors and rewards exceptional contributions from both the individual and the team.

	




	
	
	· Create a mechanism that will allow cleaning employees to report any problems or obstructions that prevent them from doing their jobs well.
· Improve channels of communication between the housekeeping staff and other departments to quickly resolve interdepartmental concerns.
	




Component Three:
Presentation
Contribution to Overall Module Assessment: 50%
Your task is to create and prepare a presentation following the detailed scenario supplied 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 cleaning staff makes sure that every aspect of a visitor's stay is comfortable and enjoyable, from spotless guest rooms to beautiful common spaces. Their commitment to cleanliness and focus on the unimportant things greatly enhances visitor happiness, loyalty, and favourable evaluations, keeping the hotel's standing in the business.
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Training Notes: 
· Standards for room presentation include an emphasis on things like neatly made beds, clean linens, and careful attention to detail in the decor and amenities.
· The requirements for guest service include creating a welcome environment, offering quick, responsive service, and going above and above what is expected in terms of individualized attention and support.
· Maintaining brand standards makes a good impression on visitors, encourages loyalty, and helps set the hotel apart from rivals in the market.
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Training Notes: 
· Outstanding customer service fosters guest loyalty and good word-of-mouth by creating a personalized and memorable experience.
By satisfying their requirements and exceeding their expectations, meeting and exceeding these expectations contribute to visitor pleasure. Customers who are happy with their stay are more likely to return and promote the hotel to others, which improves its reputation and draws in new customers.
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Training Notes: 
· To keep the hotel's brand image and achieve high levels of cleanliness, emphasize how crucial it is to adhere to these practices constantly.
· Following protocols consistently makes ensuring that visitors have a consistent experience and aids in preserving the hotel's reputation for cleanliness and exacting standards.
· The housekeeping crew will be prepared to continuously produce great outcomes thanks to regular training and reinforcement of these practices.
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Training Notes:
· To reduce the risk of accidents, supply instruction on good lifting techniques and ergonomics, including bending knees, using leg muscles, and avoiding high loads.
· The housekeeping staff may protect their health, lower the chance of accidents, and preserve a safe working environment by adhering to these protocols.
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Training Notes:
· Encourage the team to plan workdays efficiently, considering elements like peak staffing, personnel availability, and particular cleaning needs.
· Encourage the team to foresee probable obstacles and make plans appropriately to promote an initiative-taking attitude.
· The housekeeping crew may increase productivity, decrease stress, and consistently supply high-quality services within the allotted times by putting these time management techniques into practice.
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Training Notes:
· The team can consistently enhance their performance and meet or exceed brand expectations by giving quality control and inspections priority.
· It promotes a climate of quality and responsibility within the housekeeping division, ensuring that the highest standards of service and cleanliness are regularly upheld.
· The staff can sustain the hotel's reputation for high quality and client satisfaction via ongoing monitoring and development.
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Training Notes:
· Rewards and recognition serve to strengthen feelings of worth and gratitude, which boosts job satisfaction and fosters a healthy work atmosphere.
· They also help to improve team morale by encouraging friendship, cooperation, and healthy competition.
· In the end, praise and prizes encourage continuous excellence, promote output, and support the overall success of the housekeeping crew and the hotel.
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Training Notes:
· Team members may pool their resources, talents, and ability via supportive collaboration, maximizing their potential.
· Together, the team can overcome obstacles, improve procedures, and provide visitors with top-notch service.
· Strong collaboration and communication improve coordination, supply a great workplace environment, and add to the housekeeping department's overall performance and reputation.
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Training Notes:
Following these guidelines consistently makes sure that efficiency, excellence in customer service, and cleanliness are all kept. The cleaning crew contributes to visitor pleasure and preserves the hotel's image by consistently improving and going beyond brand requirements. A motivated and effective team is fostered through the training, which ultimately results in the successful delivery of exceptional service.	
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                                              IMPORTANCE OF  HOUSEKEEPING                                                                      The  housekeeping  division  is  crucial  to  ensuring  a  satisfying  visitor  experience  .  Guest  happiness  and  the  hotel's  reputation  are  strongly  impacted  by  cleanliness,  organisation,  and  attention  to  detail  (  Thébaud  ,  Kornrich  and  Ruppanner  ,  2021  )  .  The  cleaning  crew  plays  a  crucial  part  in  upholding  the  hotel's  reputation  because  they  are  in  charge  of  providing  the  high  -  quality  services  that  clients  need  .   
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BRAND STANDARDS AND COMPLIANCE

The expected level of quality, consistency, and service in all
facets of the hotel's operations is defined by brand standards,
which are a set of rules and expectations. They are essential to
maintaining uniformity throughout the whole hotel,
guaranteeing that each visitor has a consistent experience, and
preserving the property's good name (Chidya and et. al.,
2019). Maintaining pristine guest rooms, orderly public

spaces, and well-maintained amenities are all part of the

brand's cleaning requirements.
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                                              BRAND STANDARDS AND  COMPLIANCE                                                                                         The  expected  level  of  quality,  consistency,  and  service  in  all  facets  of  the  hotel's  operations  is  defined  by  brand  standards,  which  are  a  set  of  rules  and  expectations  .  They  are  essential  to  maintaining  uniformity  throughout  the  whole  hotel,  guaranteeing  that  each  visitor  has  a  consistent  experience,  and  preserving  the  property's  good  name  (  Chidya  and  et  .  al  .  ,  2019  )  .  Maintaining  pristine  guest  rooms,  orderly  public  spaces,  and  well  -  maintained  amenities  are  all  part  of  the  brand's  cleaning  requirements  .   
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PERFORMANCE EXPECTATIONS

For the happiness of the guests and the reputation of the
hotel, 1mportant factors are cleanliness, effectiveness,
attention to detail, and customer service.A comfortable and
sanitary environment is ensured through cleanliness, which
gives visitors a favorable image of the hotel. Task
completion effectiveness enables prompt service delivery,
reducing visitor inconvenience (Watson and et. al.,

2020).The dedication to offering a high-quality experience

1s shown via attention to detail, which improves the guest's

opinion of the hotel.
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                                              PERFORMANCE  EXPECTATIONS                                                                                           For  the  happiness  of  the  guests  and  the  reputation  of  the  hotel,  important  factors  are  cleanliness,  effectiveness,  attention  to  detail,  and  customer  service  .  A  comfortable  and  sanitary  environment  is  ensured  through  cleanliness,  which  gives  visitors  a  favorable  image  of  the  hotel  .  Task  completion  effectiveness  enables  prompt  service  delivery,  reducing  visitor  inconvenience  (Watson  and  et  .  al  .  ,  2020  )  .  The  dedication  to  offering  a  high  -  quality  experience  is  shown  via  attention  to  detail,  which  improves  the  guest's  opinion  of  the  hotel  .   
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CLEANING PROCEDURES

For the housekeeping department to stay clean and
adhere to brand guidelines, clear directions and correct
practises are crucial. Give thorough directions for every
work, mentioning the right cleaning supplies, tools, and
techniques. To guarantee comprehension and
consistency, demonstrate appropriate practices using
hands-on instruction or visual aids (Jiménez-Barreto

and et. al., 2021).
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                                            CLEANING  PROCEDURES                                                                   For  the  housekeeping  department  to  stay  clean  and  adhere  to  brand  guidelines,  clear  directions  and  correct  practises  are  crucial  .  Give  thorough  directions  for  every  work,  mentioning  the  right  cleaning  supplies,  tools,  and  techniques  .  To  guarantee  comprehension  and  consistency,  demonstrate  appropriate  practices  using  hands  -  on  instruction  or  visual  aids  (Jiménez  -  Barreto  and  et  .  al  .  ,  2021  )  .  
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HEALTH AND SAFETY PROCEDURES

For the housekeeping department to maintain a secure working
environment, health and safety standards are essential (G,
Kabak and Topcu, 2020). In order to avoid mishaps and
exposure concerns, highlight the precise steps for handling
cleaning chemicals, including appropriate labelling, storage,
and usage instructions. Stress the necessity of using personal

protection equipment (PPE) to defend against chemical risks,

such as gloves, goggles, and aprons.
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                                           HEALTH AND SAFETY PROCEDURES                                                                           For  the  housekeeping  department  to  maintain  a  secure  working  environment,  health  and  safety  standards  are  essential  (  Gül  ,  Kabak  and  Topcu  ,  2020  )  .  In  order  to  avoid  mishaps  and  exposure  concerns,  highlight  the  precise  steps  for  handling  cleaning  chemicals,  including  appropriate  labelling,  storage,  and  usage  instructions  .  Stress  the  necessity  of  using  personal  protection  equipment  (PPE)  to  defend  against  chemical  risks,  such  as  gloves,  goggles,  and  aprons  .  
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TIME MANAGEMENT

To maximise efficlency and guarantee work
completion on schedule, the housekeeping
department  must  practise  effective  time
management. Stress the significance of organising
jobs according to their urgency, significance, and
visitor needs (Griffin, 2021). Talk about time-saving
strategies and tactics include making daily to-do lists,
using scheduling software, and dividing activities

into digestible portions.
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                                              TIME  MANAGEMENT                                                                 To  maximise  efficiency  and  guarantee  work  completion  on  schedule,  the  housekeeping  department  must  practise  effective  time  management  .  Stress  the  significance  of  organising  jobs  according  to  their  urgency,  significance,  and  visitor  needs  (Griffin,  2021  )  .  Talk  about  time  -  saving  strategies  and  tactics  include  making  daily  to  -  do  lists,  using  scheduling  software,  and  dividing  activities  into  digestible  portions  .   
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QUALITY CONTROL AND INSPECTION

Maintaining brand standards and ensuring consistent
service delivery depend on quality control and
inspections. Regular inspections assist pinpoint areas
that need improvement and guarantee that set
standards are being followed (Wang and et. al.,
2022). The team may take immediate remedial action

to fix difficulties and avoid any detrimental influence

on visitor satisfaction by proactively detecting

concerns.




image15.svg
                                           QUALITY CONTROL AND INSPECTION                                                                    Maintaining  brand  standards  and  ensuring  consistent  service  delivery  depend  on  quality  control  and  inspections  .  Regular  inspections  assist  pinpoint  areas  that  need  improvement  and  guarantee  that  set  standards  are  being  followed  (Wang  and  et  .  al  .  ,  2022  )  .  The  team  may  take  immediate  remedial  action  to  fix  difficulties  and  avoid  any  detrimental  influence  on  visitor  satisfaction  by  proactively  detecting  concerns  .  
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RECOGNITION AND REWARDS

To inspire and keep high-performing team members, it is
essential to acknowledge and recognise excellent
achievement. It promotes people's motivation and job

happiness by recognizing their commitment, effort, and

accomplishments (Hussain and et. al., 2019). A culture of
appreciation and recognition may be established by \/
implementing a mechanism for recognising team members

who regularly achieve or surpass performance objectives.
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                                             RECOGNITION AND REWARDS                                                                        To  inspire  and  keep  high  -  performing  team  members,  it  is  essential  to  acknowledge  and  recognise  excellent  achievement  .  It  promotes  people's  motivation  and  job  happiness  by  recognizing  their  commitment,  effort,  and  accomplishments  (Hussain  and  et  .  al  .  ,  2019  )  .  A  culture  of  appreciation  and  recognition  may  be  established  by  implementing  a  mechanism  for  recognising  team  members  who  regularly  achieve  or  surpass  performance  objectives  .   
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COMMUNICATION AND TEAMWORK

A successful housekeeping department is built on strong
collaboration and communication. A collaborative
workplace 1s fostered through open lines of
communication that allow team members to express their
problems, thoughts, and suggestions (Martin and et. al.,
2019). The team may handle problems, settle disputes,

and boost productivity by actively listening and having

meaningful conversations.
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                                             COMMUNICATION AND TEAMWORK                                                                 A  successful  housekeeping  department  is  built  on  strong  collaboration  and  communication  .  A  collaborative  workplace  is  fostered  through  open  lines  of  communication  that  allow  team  members  to  express  their  problems,  thoughts,  and  suggestions  (Martin  and  et  .  al  .  ,  2019  )  .  The  team  may  handle  problems,  settle  disputes,  and  boost  productivity  by  actively  listening  and  having  meaningful  conversations  .   
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CONCLUSION

The importance of the housekeeping department in fostering a satisfying visitor experience 1s
highlighted in the training session. The presentation seeks to improve the abilities and
knowledge of the housekeeping crew by emphasising brand standards, performance
expectations, cleaning processes, health and safety, time management, attention to detail,

communication and collaboration, quality control, and recognition and incentives.
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                                        CONCLUSION                                                              The  importance  of  the  housekeeping  department  in  fostering  a  satisfying  visitor  experience  is  highlighted  in  the  training  session  .  The  presentation  seeks  to  improve  the  abilities  and  knowledge  of  the  housekeeping  crew  by  emphasising  brand  standards,  performance  expectations,  cleaning  processes,  health  and  safety,  time  management,  attention  to  detail,  communication  and  collaboration,  quality  control,  and  recognition  and  incentives  .
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IMPORTANCE OF
HOUSEKEEPING

The housekeeping division is crucial to ensuring a
satisfying visitor experience. Guest happiness and the
hotel's reputation are strongly impacted by cleanliness,
organisation, and attention to detail (Thébaud, Kornrich
and Ruppanner, 2021). The cleaning crew plays a
crucial part in upholding the hotel's reputation because

they are in charge of providing the high-quality services

that clients need.




