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Introduction
An essential function of the hospitality industry is housekeeping. To effectively carry out this function, an individual requires a definite set of skills to ensure guest satisfaction and the overall success of the establishment. The following study will throw light on the important skills required to successfully carry out the duty of a housekeeper.
Essential skills required to work in the housekeeping team
Communication skills
Effective communication skills are important for an employee working in the housekeeping team and there are several reasons behind it. Firstly, clear communication allows team members to guarantee that everyone is on the same page and is working towards the accomplishment of the same goal. As opined by Gibson (2018), it includes comprehending the cleaning schedule, task assignments, and any changes that may arise throughout the day. For instance, while working as a housekeeper in a hotel, I might need to communicate with other colleagues and supervisors to verify that all the guest rooms are clean, all the common areas at tidy, and any special requests are fulfilled. Secondly, communication skills are vital for interacting with customers in the housekeeping industry, asserts Dimbleby and Burton (2020). I believe that the skills are required to communicate with guests politely and professionally to ensure that their needs are met and expectations are exceeded. Therefore, for employees working in the housekeeping team, it is crucial to make certain that they are well-equipped to communicate effectively with team members, customers, and other stakeholders.
Organisation skills
Each member of the housekeeping crew is in charge of successfully managing their time to make sure that duty is finished quickly. As stated by Losekoot et al., (2018), this involves making sure that every room is tidy and up to par. I believe that having strong organisational abilities will enable me to prioritise my workload, ensuring that I finish the most important things first before moving on to the others. Being organised can help me always get things done faster and avoid delays at work. In the hospitality industry, organisation skills are particularly important as customers expect a high standard of cleanliness and service. For example, a well-organized housekeeping employee in a hotel will be able to clean all the rooms to the same standard making sure the guest have a positive experience during their stay (Carlisle et al., 2022). Additionally, a clean work area will allow me to make a positive impression on the guest as it will show that the hotel is committed and attentive to detail.
Problem-solving skills
Achievement of guest satisfaction is the prime goal of every worker in the hospitality industry, claims Alexakis and Jiang (2019). As a housekeeping employee, I do require strong problem-solving skills that will allow me to effectively carry out my duty and address any issues that may arise during the workflow. When a guest reports a problem with their room, for instance, I can use my problem-solving abilities to determine the underlying cause of the issue and come up with a potential solution that might successfully address it. This is just one illustration of how important problem-solving skills are in my line of work. If a guest reports that the TV is not working then I can check the power cables settings or make any other arrangements to resolve it. When I am unable to fix the issue on my own, Marneros, Papageorgiou, and Efstathiades (2020) claim that I must speak with maintenance or other departments to make sure it is fixed as quickly as feasible. When I run out of cleaning goods within the room, there would be another situation when I might use my expertise. In this situation, I have to think of innovative ways to make sure that the cleaning requirements are upheld to get beyond the difficulties I run into. Similarly, when other members of the team are absent I should prioritise which room to clean first based on the guest’s requirements and requests.
Multitasking
The dynamic work environment in the hospitality sector gives rise to the need for solid multitasking capability, states Goes et al., (2018). It is always essential for a housekeeper to be able to juggle multiple tasks to check that everything runs smoothly. For instance, while cleaning a guest room, I need to make proper arrangements to clean the bathroom, make the bed, vacuum the floor, and dust, all at the same time. Hence, according to Jacobs and Van Wyk (2019), this requires the housekeeper to be efficient in their movements and to prioritise tasks based on their level of importance.
Conclusion
Possession of good skills is important while working as a housekeeper in the hospitality industry. A definite set of skills will enable me to carry out my tasks effectively and positively contribute to the reputation of the hospitality business. 
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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?


	Damage to the Hotel’s reputation


	Customer dissatisfaction because of the unclean room can lead to negative word-of-mouth
	I will apologize immediately to the guest and before moving to the monetary adjustments, I would like to have a one-on-one conversation with the hotel manager to find a solution and the real source of the complaint. Immediately room cleaning will be done by the available housekeeping staff, and offering them free snacks and drinks, will eventually calm the guests down. 
	I will ensure that each room has been checked before a guest moves in and after they check out. This will reduce the chances of complaints arising from room cleanliness. 
	I will ensure an environment of open communication, to make the team realize that every move can affect the entire team both positively and negatively (Sharma, Chaudhary, and Singh, 2019).

	
Spread of diseases or illnesses, especially during the pandemic type of situations

	Allergies and diseases are the results of dirty rooms, starting from bed, linen, floors, and washroom. This problem can arise due to negligence.
	To minimize negligence, the housekeeping staff needs to understand the importance of cleanliness and hygiene in the hospitality industry.
	I will try to create fear in my team member’s minds by making them know the biological and communicable effects of diseases and illnesses. This will be done with the help of a professional sanitation and hygiene expert (Fung, Tsui, and Hon,  2020).
	Pre covid and post covid situations have changed the ways the hospitality industry used to work, I will give the team lectures on how to increase the sense of   flexibility and adaptability according to situations keeping in mind improved hygiene 

	Business loss for the Hotel


	After the pandemic, guests are more cautious of hygiene, and guests can immediately leave due to uncleaned rooms. Dirty rooms can cause great financial loss to the hotel (Wood,   2013).
	I will decide on giving the customers a much better option than they had chosen earlier
	I will suggest to the hotel manager, to immediately allocate an expensive room for the guest at the same price that they had paid for the previous uncleaned room.
	Critical thinking is required in every sector, and so does the housekeeping staff because it will help them in developing a step-by-step approach to deal with any immediate issues.

	Negative impression on potential customers and drop in the hygiene ratings of the hotel

	With social media, the track records of the hotel can be checked easily. Customers consider online reviews and stars quite seriously, it is a great decision-maker or breaker.
	Since cleanliness is a deciding factor and it creates an impression, I will ensure that the housekeeping is better trained and education is imparted to them every week. 
	I will request the manager to give responsibility to a very senior officer in the health and hygiene safety department to provide special training to the staff. This will be done to ensure the hygiene ratings do not drop.
	I will empower the team members such that they feel ownership of the tasks they do (Wen, Huang, and Teo, 2023). I will provide them the opportunity to handle obstacles and provide solutions to each difficult occasion on their own. 

	Sudden visits by environmental health officers

	If officers find the hotel room is uncleaned, they might decide to close down the hotel.
	As part of legal obligations, if rooms remain unclean due to one person's fault then they should be penalized. Because due to their mistake, the hotel's future will be at great risk.
	I will implement the rule of fines or cuts in incentives from the staff's wage, to avoid such problems in the future. I will use this trick as a last resort.
	Before talking to the higher authorities, I will ensure that everyone is on the same page in my team and that all problems that they have noticed have been addressed already (Casado, 2012). So that the rating does not drop in front of authorities.



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.

	
Introduction: 
· In light of the illustrated situation, there is a need to mention the use of basic training for the housekeeping team in the illustrated Cross Hands Hotel
· This is also required to save the reputation of the organisation while maintaining the cleaning illustration, in the long run (Ntounis et al., 2022)
· This presentation aims to highlight a training demonstration for the colleagues 

	Training Notes: As stated previously the hotel has faced reputational issues as the guests in the hotel have complained about the room not being clean properly. The housekeeping manager must illustrate basic training programs for the colleagues in the housekeeping team. This is also correlated to highlighting the illustration of reputation and management along with incorporating the standards of housekeeping and cleaning orientation as per the industry norms. Consequently, it can be stated that the aim of this presentation is to highlight a proper training program with rules and guidelines in a written and face-to-face elaboration along with a training management model for sidetracking issues like this in the future. 

	
Standards of housekeeping
· In correlation to the stated issues the HSE standards of the UK govt. for cleaning practices have to be maintained (HSE, 2023)
· This is effective to sidetrack unwanted issues related to health and safety law 
· This can be used to sure that the cleaning practices correlated with the hotel industry and the specific hotel in the UK 


	Training Notes: One of the main guidelines that can be followed in this case is the elaboration of HSE standards as per the UK Government. This law is actually useful in this particular situation to imply proper health and safety illustrations. Specific guidelines in correlation to this particular can be demonstrated properly by written documentation. It can be used for making colleagues understand the proper norms and regulations with fruitful justifications in the training program that have to be followed in this particular hotel industry while cleaning.

	
Standards of Housekeeping to be maintained 
· In the UK, the standard of housekeeping follows keeping all the public, communal, and external areas of the premises clean (Gov.UK, 2023)
·  It elaborates on proper uniforms 
· Strict norms of discipline for these rules have to be imparted during the face-to-face training with the inclusion of penalty 


	Training Notes: In the specific Hotel, it has to be made sure that the employees comply with the standards of housekeeping that are illustrated by the UK Government. Most importantly strict norms of discipline along with the proper policy of penalty have to be made in correlation with the housekeeping standards so that all the colleagues follow them properly. This is truthful for sidetracking client complaints like this in the future. Most importantly the implementation of face-to-face and digital training for proper justification has to be made. 

	
Illustration of health and safety (H&S) protocol 
· The incorporation of the Health and Safety at Work Act 1974 is critical (Legislation.Govt.UK, 2023)
· It is fruitful for the hotel industry along with this mentioned hotel to eliminate potential risks with the help of housekeeping manager in the team
· This is also fruitful for the customer attraction as with maintenance of H&S

	Training Notes: The incorporation of the Health and Safety Work Act as mentioned before is critical to be implemented in this specific training in a written way within the training norms. This is critical for the housekeeping management to elaborate proper safety standards during their work practice in the future. This has the potential to minimise the chance of risk in the housekeeping elaboration and is also fruitful for bringing proper reviews of this particular hotel among the customers. Consequently, it is also advantageous for attracting potential customers.

	
Implementation of health and safety protocol in this hotel 
· The employees have to be trained to access health and safety risks during cleaning with practical elaboration (Raghubalan, and Raghubalan, 2016)
· They also have to be elaborated on the maintenance of all electrical systems  
· Implementation of cleaning, changing, and updating all the elements in all the rooms as per the clients wants to have to be maintained 


	Training Notes: During the training of the employees and while providing them the written guidelines it has to be mentioned that the employees have to be coordinated for maintaining the health and safety risks during their cleaning orientation. They have to be made aware of the electrical systems and how they have to handle them without any risk elaboration for unwanted health and safety troubles. Implementation of cleaning the rooms as per the hotel guidelines along with changing and updating all the essential elements in the rooms have also to be streamlined for better training justification.	



	
Importance of the Industry based standards 
· The Hotel Proprietor’s Act 1956 is one of the guidelines of industry-based practice in the Country like the UK 
· It makes the hotel or related organisation liable for any damage or unwanted circumstances (Legislation.Govt.UK, 2023)
· This Act has to be streamlined with a proper demonstration of face-to-face practical means 

	Training Notes: The Hotel Proprietors Act as mentioned has to be included in the guidelines of training. The employees have to be trained with the help of face-to-face elaboration to make them understand the liability of the organisation towards guests in case of damage or dissatisfaction in case of hospitality. They also have to be demonstrated with the illustration of adequate services throughout the training program so that the previously faced issue in cleanliness can be eliminated in the future.

	
Importance of the Industry based standards, in this case 
· The previously mentioned law, has to be correlated in every step of this training program
· It has to make sure with proper transformational leadership with proper surveillance (Kotamena, Senjaya, and Prasetya, 2020)
· Elaboration of penalty has to be observed which can be a means to sidetrack cleanliness issues like this in the future (Leiter, and Bakker, 2010). 

	Training Notes: The law mentioned previously has to be properly incorporated within the training program. The management has to make sure that all the team members properly comply with the illustration of transformation and leadership and also make sure that proper surveillance on the housekeeping elaboration is done. It has to be made sure that proper penalties have be incorporated if they do not comply with the act. This is also a useful measure to sidetrack the previously mentioned issues. 

	Inclusion of the Employee engagement model 
· The Aon Hewitt Engagement model is appropriate to illustrate control and provide action areas (Horváthová, Mikušová, and Kashi, 2019)
· It can be utilised in housekeeping to bring forward vision and mission 
· It includes the aspect of people, quality of life, and company practices, along with reward and opportunities 

	Training Notes: For the housekeeping training, the management can include Aon Hewitt’s Engagement model for illustrating proper control and providing action areas. It is fruitful for bringing forward the vision of the company so that the employees can be streamlined while sidetracking any troubles in understanding their job elaboration. The inclusion of people quality company practice along with rewards can also be properly illustrated to the employees during the training so that they find a proper framework and make fewer mistakes in the cleaning illustration.

	
Advantage of the employee engagement model in this specific case
· The implementation of communication in the model is fruitful for highlighting any troubles of understanding the jobs in housekeeping
· The safety measures can be demonstrated with correlation to this model for eliminating hazardous issues in the workplace 
· The reward and benefit is included in this model is also fruitful to highlight employee retention and create engagement (Pandita, and Ray, 2018)


	Training Notes: The different elements presented in this model are very much fruitful in this particular training for creating engagement among the employees. Likely, the communication is fruitful for creating face-to-face communication between the employees and the management and side track any unwanted housekeeping issues as mentioned previously. The safety measurement is also fruitful and has to be demonstrated both in written and practical ways so that client satisfaction is not hindered. The reward and benefits also have to be properly mentioned in this training so that employees are engaged for better services in this particular company and create reputational elaboration in the long term.

	
Conclusion 
· Consequently, this study has provided ample ways to create proper training
· It has provided industry practices along with justifications
· It has also provided elaboration with the Aon Hewitt Engagement model




	Training Notes: this study has included means with which the management can create a seamless training program for the hotel and sidetrack clients complaints in the future. 
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