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Housekeeping can be defined as the act of creating and maintaining an environment that is clean, comfortable, safe, and visually pleasing. According to an alternative interpretation, the term 'housekeeping' refers to a functional division within a lodging establishment, tasked with ensuring the hygienic conditions, structural integrity, and visual appeal of guest rooms, common spaces, service areas, and the adjacent environment (SetUpMyHotel,2022).
Housekeeping refers to the systematic and regular maintenance of a residential dwelling, to ensure its cleanliness and upkeep over both short and extended periods. Housekeeping can be defined as a methodical approach to tidying up a room and providing all the essential amenities to ensure a comfortable stay for guests (Rumekso,2001).
The Housekeeping personnel plays a crucial role in ensuring the efficient operation of a hotel. As the hotel industry continues to evolve, customers' expectations are concurrently increasing, necessitating an improvement in service quality. For a hotel to attract customers, it must provide comfortable accommodations at affordable prices. The hotel must endeavour towards upholding a tidy and cosy environment for its patrons. The hotel could rely on the Housekeeping Division to assist them in achieving their objectives. Several research studies have indicated that the cleanliness of a hotel is the primary determinant of the hotel's general reputation and the degree of contentment among its customers. Moreover, various technologies have been utilised to enhance the productivity and efficacy of housekeeping (Burdo,2018).
 The revenue streams of a hotel typically consist of the sale of accommodations, food, and beverage services, as well as ancillary amenities such as laundry facilities, fitness centres, spas, recreational activities, and retail outlets. At least 50% of the sales are attributed to the sale of rooms.
The ability to effectively organise is an essential attribute for a housekeeper. It is necessary to effectively monitor and organise various household duties and responsibilities, as well as efficiently manage the necessary tools and resources. An effective organisation can facilitate the attainment of optimal work quality (Wikihow,2022).
The management of cleaning companies places significant emphasis on human resources as a crucial component of operational efficiency. It is imperative to provide training and motivation to the housekeeping personnel to attain superior outcomes and augment the likelihood of triumph for the organisation. The foremost focus of orientation programmes designed for the cleaning personnel ought to be directed towards ensuring customer safety and enhancing interpersonal communication skills. According to Andrews (2007), housekeeping personnel must maintain a positive and composed demeanour, irrespective of their situations (p. 18).
Housekeeping professionals frequently operate independently or in a small team and are required to fulfil a predetermined quota of cleaning tasks daily. Proficient time management and adherence to a predetermined schedule are essential competencies required by housekeepers to ensure the timely completion of all cleaning tasks.
To excel in the field of housekeeping, a housekeeper must possess a high level of attention to detail. Cleaning professionals require meticulous attention to detail to effectively carry out their responsibilities, which range from arranging household items to achieving spotless floors and windows. The greater the level of thoroughness exhibited by a housekeeper in executing their duties, the higher the quality of their job performance.
Housekeepers must maintain regular communication with clients, colleagues, and superiors to ensure a comprehensive understanding of the expectations for each cleaning task. Inadequate communication skills can impede a housekeeper's ability to fulfil client requirements and may result in the omission of crucial job components.
To excel in their job performance, housekeepers must acquire a variety of technical abilities. Hard skills refer to abilities that are necessary to carry out a specific task. Proficiency in various hard skills such as mopping, dusting, vacuuming, bathroom and bedroom cleaning, infection control, and polishing is essential for an individual to excel in the role of a housekeeper (Indeed, 2022).
The field of housekeeping necessitates close collaboration between employees and customers, rendering the quality of communication skills a critical factor in the efficacy of their work. The ability to meet customer expectations, adhere to instructions, and fulfil requirements are all contingent on the level of communication skills possessed by housekeeping employees.
Contrary to popular belief that cleaning is an unskilled physical task, contemporary housekeeping firms assess the cognitive abilities and personal attributes of potential staff members.
Morrow (2008) posits that the fundamental prerequisites for pursuing a career as a professional housekeeper encompass exceptional organisational proficiencies, reverence for client assets, adeptness in managing extensive projects, and ease in establishing prolonged client relationships (p. 57).
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Component Two:
Contribution to Overall Module Assessment: 25%
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?


	
One of the guests has made a complaint about the room not being clean.

	The housekeeping team had a busy day at the hotel, and there was a shortage of staff, so the room wasn't cleaned as thoroughly as it could have been. We had a complaint about this.
In addition to this, the supervisor who was supposed to check the room did not carry out his duties in the manner that was expected of him.
	The first thing you should do when reacting to a complaint from a customer is to listen to the entire complaint in detail. Demonstrating active listening skills to your consumer, such as maintaining eye contact and providing comments, can demonstrate that you value their opinion and care about your relationship with them. Taking the time to attentively listen to the complaint will not only help you fully comprehend the issue at hand, but it will also prepare you to choose the most appropriate course of action in the future. If a complaint is sent in writing, you should make it a point to read it through numerous times to ensure that you fully comprehend the problem.
Apologising to the customer is a crucial part of handling a complaint. Wherever the customer is venting, an apology is in order. For example, if a customer writes a critical review of your business online, you should reply. Apologising to the customer before coming up with a solution is another way to build rapport.

	During the client's stay at the hotel, it is imperative to ensure that the housekeeping personnel is dedicated and equipped with comprehensive guidelines delineating their responsibilities. The implementation of a comprehensive schedule that outlines specific time slots for each task, coupled with the oversight of a supervisor to verify adherence to the schedule, can significantly reduce the probability of common grievances encountered in the hospitality industry.

If a guest lodges a complaint regarding housekeeping, it is advisable to promptly extend an apology and subsequently proffer remedial measures. Extend an offer to the guest to expeditiously dispatch a supervisor or a member of the housekeeping personnel to attend to the untidy state and furnish a complimentary amenity as a form of compensation for the guest's inconvenience.
	The lack of cleanliness in a room has the potential to negatively impact a guest's experience during their stay.
In the event of receiving recurrent grievances, it can be inferred that an error or issue has transpired. One potential solution would be to provide additional training to the current housekeeping staff, or alternatively, to initiate a search for new personnel. Irrespective of the circumstances, maintaining a hygienic room is a non-negotiable aspect.


	


	
	
	
	

	


	
	
	
	



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:
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	Training Notes: It is essential for the smooth operation of a hotel that the housekeeping staff performs its duties to an exceptionally high standard and provides superior care to the establishment's guests.
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	Training Notes:

	It is of the utmost importance to ensure that the guest's room is spotless at all times because this will serve as their initial impression of the hotel's facilities and services.
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	Training Notes: Housekeepers have a lot of responsibilities throughout their shifts, and because of this, they have a tendency to neglect to complete the checks in the appropriate manner, which can result in complaints from dissatisfied guests.
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	Training Notes: The health and safety rules that apply to other types of businesses also apply to the hospitality industry, and it is imperative that these regulations be adhered to in an appropriate manner to ensure the protection of both employees and clients.
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	Training Notes: In the Hospitality Industry there are a lot of possible hazards such as slips, falls, and trips. With the right training, staff should be kept safe from all these hazards. 

	


[image: ]




	Training Notes: The managers of the hotel are responsible for ensuring that all of the appropriate health and safety protocols are carried out in order to protect not only the employees but also the guests. It is their obligation to do the appropriate training and check to see whether or not the staff is adhering to the processes.
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	Training Notes: If you want your business to be successful, training your employees is one of the most critical things you can do.
The manager of the hotel is the individual who bears the primary responsibility for ensuring the well-being of the employees working there.
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	Training Notes: According to the Health and Safety Executive (HSE), around one million people are injured on the job each year because adequate Health and Safety procedures are not followed.
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	Training Notes:
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Housekeeping's Function in the Hotel Sector

The housekeeping division performs a variety of dutiesinside hotels.
They ensure that all common areas and rooms are clean and
attractive, and they notify management of any problems with hotel
maintenance. The executive housekeeper typically handles
maintenance report management. A manager of the housekeeping
division is an executive housekeeper. The maintenance division is
responsible for performing maintenance. An individual or group who

fixes fixtures and furnishings is part of the maintenance department.

Most hotels contract with other companies for maintenance work.
Housekeeping should therefore note any location that needs
maintenance asthey clean it. The cleaning team performs a variety
of extraordinary maintenance duties, it isimportant to emphasise.
repair shredded clothing, such a uniform or piece of clothing. All
public areas and guest rooms must have maintenance issues
resolved very awayin order fora hotel to maintain its aesthetic

appeal (Study.com).
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           Housekeeping's Function in the Hotel Sector   The housekeeping division performs a variety of duties inside hotels. They ensure that all common areas and rooms are clean and attractive, and they notify management of any problems with hotel maintenance. The executive housekeeper typically handles maintenance report management. A manager of the housekeeping division is an executive housekeeper. The maintenance division is responsible for performing maintenance. An individual or group who fixes fixtures and furnishings is part of the maintenance department. Most hotels contract with other companies for maintenance work. Housekeeping should therefore note any location that needs maintenance as they clean it. The cleaning team performs a variety of extraordinary maintenance duties, it is important to emphasise. repair shredded clothing, such a uniform or piece of clothing. All public areas and guest rooms must have maintenance issues resolved very away in order for a hotel to maintain its aesthetic appeal (Study.com).
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Housekeeping Department Standards

The operational norms are strictly followed by the
housekeeping department. Attaining the anticipated degree of
sanitation is deemed one of the most crucial standards. The
hospitality industry ensures compliance with housekeeping
standards by utilizing visitor questionnaires as a means of
assessing cleanliness. The utilisation of guest satisfaction
surveys serves asa meanstogauge the degree of
satisfaction among guests and gather feedback that can be
leveraged to improve overall satisfaction. The hotel provides
multiple options for guests to participate in surveys, including
online completion through the hotel's website, survey
questionnaires, and ifperson conversations during the
checkout process.

Housekeeping personnel are accountable for maintaining the
cleanliness, orderliness, and maintenance of a hotel's guest
accommodations and other communal spaces. The guests'
safety and weHbeing are enhanced by maintaining high
standards of cleanliness and tidiness throughout the entire
facility, as per the guidelines set forth by the establishment
(Indeed, 2022).
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             Housekeeping Department Standards • The operational norms are strictly followed by the housekeeping department. Attaining the anticipated degree of sanitation is deemed one of the most crucial standards. The hospitality industry ensures compliance with housekeeping standards by utilizing visitor questionnaires as a means of assessing cleanliness. The utilisation of guest satisfaction surveys serves as a means to gauge the degree of satisfaction among guests and gather feedback that can be leveraged to improve overall satisfaction. The hotel provides multiple options for guests to participate in surveys, including online completion through the hotel's website, survey questionnaires, and in - person conversations during the checkout process. • Housekeeping personnel are accountable for maintaining the cleanliness, orderliness, and maintenance of a hotel's guest accommodations and other communal spaces. The guests' safety and well - being are enhanced by maintaining high standards of cleanliness and tidiness throughout the entire facility, as per the guidelines set forth by the establishment (Indeed, 2022).   
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In the course oftheir daily routine, hospitality personnel are required
to perform a multitude of tasks, encompassing the initiation of
customer bills and adherence to food safety protocols. Despite a
relatively low incidence of human error, the exvbranging and
unpredictable nature of the hospitality sector can result in oversights
and lapsesin quality control. At its mofsivorableoutcome, this may
lead to an unfavourable customer experience, while at its most

severe, it may result in legal repercussions.

The checKist isa pragmatic tool that facilitates team coordination
and adherence to brand standards. Radley (2021) asserts that team
members' accounts are maintained by them in order to standardise

and discipline.
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                In the course of their daily routine, hospitality personnel are required to perform a multitude of tasks, encompassing the initiation of customer bills and adherence to food safety protocols. Despite a relatively low incidence of human error, the ever - changing and unpredictable nature of the hospitality sector can result in oversights and lapses in quality control. At its most favorable outcome, this may lead to an unfavourable customer experience, while at its most severe, it may result in legal repercussions. The checklist is a pragmatic tool that facilitates team coordination and adherence to brand standards. Radley (2021) asserts that team members' accounts are maintained by them in order to standardise and discipline.
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The legislative basis for health and safety regulationsin the United
Kingdom is established by the Health and Safety at WorkAct of 1974. The
implementation of this measure guarantees that all enterprises, not
exclusively those in the hospitality sector, establish an atmosphere that is
conducive to the satisfaction and ease of all customers, while also ensuring
that employees are adequately safeguarded to execute their duties with
proficiency. Norcompliance with these regulations by your restaurant,
hotel, movie theatre, or any other relevant establishment may result in the
imposition of fines or legal action. Neempliance with health and safety
regulations poses a risk to all partiesinvolved, including both committed

employees and loyal consumers.

Irespective of the scale of operations, all businesses are subject to health
and safety regulations. In the context of the hospitality industry, the
significance of ensuring food safety and hygiene is amplified, thereby
rendering it even more imperative. To ensure the safety of their employees
and customers, it isimperative for businesses operating in the hospitality
industry, such asrestaurants, hotels, and cafes, to establish rigorous
workplace protocols and carry out regular health and safety audits (MLS,
2023).
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         HEALTH AND SAFETY COMPLIANCE IN HOSPITALITY The legislative basis for health and safety regulations in the United Kingdom is established by the Health and Safety at Work Act of 1974. The implementation of this measure guarantees that all enterprises, not exclusively those in the hospitality sector, establish an atmosphere that is conducive to the satisfaction and ease of all customers, while also ensuring that employees are adequately safeguarded to execute their duties with proficiency. Non - compliance with these regulations by your restaurant, hotel, movie theatre, or any other relevant establishment may result in the imposition of fines or legal action. Non - compliance with health and safety regulations poses a risk to all parties involved, including both committed employees and loyal consumers. Irrespective of the scale of operations, all businesses are subject to health and safety regulations. In the context of the hospitality industry, the significance of ensuring food safety and hygiene is amplified, thereby rendering it even more imperative. To ensure the safety of their employees and customers, it is imperative for businesses operating in the hospitality industry, such as restaurants, hotels, and cafes, to establish rigorous workplace protocols and carry out regular health and safety audits (MLS, 2023).
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Safety
hazards In

the hospitality
industry

The hospitality industry encounters sev eral distinctive challenges when
functioning at maximum capacity. It is noteworthy that slips, trips, and falls
constitute a significant cause of harm among employ ees in the food service
industry, particularly those who work as cooks and wait staff. The situation is
exacerbated by factors such as food spills, damp surfaces, and other plausible
impediments to safe mobility. The impediments comprise accumulated waste,
individuals hastily moving to and for dining areas, and congested passageways.
The probability of such occurrences can be reduced by implementing measures to
alleviate these hazards. Preventing slips, trips, and falls can be achiev ed through
basic measures such as maintaining the cleanliness of the surroundings, utilising
appropriate footwear, promptly addressing any liquid spills, and ensuring sufficient

illumination.

Due to the inherent characteristics of the hospitality sector, it is probable that
workers may be obligated to transport weighty items, such as tables, shipments,
luggage, brimming containers, and stacks of dishes, on occasion. Improper
handling may lead to musculoskeletal injuries. Individuals such as chefs, janitors,
and frontof-house staff must possess knowledge regarding the mitigation of
health hazards associated with manuallabor. According to Williams (2022), it is
crucial to adhere to appropriate lifting and carrying techniques when transporting

large items, as well as utilising mechanical assistance whenev er feasible.
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         S afety hazards in the hospitality industry The hospitality industry encounters several distinctive challenges when functioning at maximum capacity. It is noteworthy that slips, trips, and falls constitute a significant cause of harm among employees in the food service industry, particularly those who work as cooks and wait staff. The situation is exacerbated by factors such as food spills, damp surfaces, and other plausible impediments to safe mobility. The impediments comprise accumulated waste, individuals hastily moving to and for dining areas, and congested passageways. The probability of such occurrences can be reduced by implementing measures to alleviate these hazards. Preventing slips, trips, and falls can be achieved through basic measures such as maintaining the cleanliness of the surroundings, utilising appropriate footwear, promptly addressing any liquid spills, and ensuring sufficient illumination. Due to the inherent characteristics of the hospitality sector, it is probable that workers may be obligated to transport weighty items, such as tables, shipments, luggage, brimming containers, and stacks of dishes, on occasion. Improper handling may lead to musculoskeletal injuries. Individuals such as chefs, janitors, and front - of - house staff must possess knowledge regarding the mitigation of health hazards associated with manual labor . According to Williams (2022), it is crucial to adhere to appropriate lifting and carrying techniques when transporting large items, as well as utilising mechanical assistance whenever feasible.
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The following is a brief overview of the ethical and legal responsibilities that
Hotel Managers mustfulfillin order to effectively manage health and safety
within their establishment.

It isimperative to ensure that the personnel within an organisation possess
knowledge of their legal rights and obligations as per the regulations of
their respective country. It isrecommended to display pertinent government
posters within the premises of your hotel. Ensure that the hotel is free from
significant and acknowledged hazards. It isimperative that the working
conditions adhere to the legal framework of the respective country, asa
fundamental requirement. It isimperative that employees are provided with
secure and wellmaintained tools and equipment during their work
activities. Persistently and consistently. Asan employer, it isincumbent
upon you to furmish your staff with pertinent information conceming
potential hazards within the workplace. Additionally, it isimperative that you
implement a range of safety measures such as posters, labels, signsplor
codes, and other relevant protocols throughout the Hotel. Always Provide
comprehensive safety training to all personnel utilising easily
understandable language. From the outset of their employment, it is
imperative to establish and uphold a comprehensive collection of secure

operating protocols for your hotel. Allow the person to pursue them.
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         The following is a brief overview of the ethical and legal responsibilities that Hotel Managers must fulfill in order to effectively manage health and safety within their establishment. It is imperative to ensure that the personnel within an organisation possess knowledge of their legal rights and obligations as per the regulations of their respective country. It is recommended to display pertinent government posters within the premises of your hotel. Ensure that the hotel is free from significant and acknowledged hazards. It is imperative that the working conditions adhere to the legal framework of the respective country, as a fundamental requirement. It is imperative that employees are provided with secure and well - maintained tools and equipment during their work activities. Persistently and consistently. As an employer, it is incumbent upon you to furnish your staff with pertinent information concerning potential hazards within the workplace. Additionally, it is imperative that you implement a range of safety measures such as posters, labels, signs, color codes, and other relevant protocols throughout the Hotel. Always Provide comprehensive safety training to all personnel utilising easily understandable language. From the outset of their employment, it is imperative to establish and uphold a comprehensive collection of secure operating protocols for your hotel. Allow the person to pursue them.
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It isrecommended that employees undergo training to familiarise
themselves with potential hazards present throughout the hotel,
with a particular emphasis on those that may be encountered
within their respective departments. It isimperative to take all
necessary precautionsin this situation. From the very beginning
of their employment. It isimperative to ensure that the personnel
possess adequate medical training. Always. It isimperative to
keep a comprehensive log of any occupational injuriesincurred
and ensure that authorized personnel have access to it. Ensuring
a secure and salubrious milieu within the hotel not only aidsin
circumventing unwarranted interruptions but also attracts
proficient personnel. According t®auyers (2018), it isimperative

for Hotel Managers to assume responsibility for guaranteeing the

safety and welbeing of their guests within their premises
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           It is recommended that employees undergo training to familiarise themselves with potential hazards present throughout the hotel, with a particular emphasis on those that may be encountered within their respective departments. It is imperative to take all necessary precautions in this situation. From the very beginning of their employment. It is imperative to ensure that the personnel possess adequate medical training. Always. It is imperative to keep a comprehensive log of any occupational injuries incurred and ensure that authorized personnel have access to it. Ensuring a secure and salubrious milieu within the hotel not only aids in circumventing unwarranted interruptions but also attracts proficient personnel. According to Sauyers (2018), it is imperative for Hotel Managers to assume responsibility for guaranteeing the safety and well - being of their guests within their premises .  
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Annually, approximately one million individuals sustain injuries while on the
job, and more than two hundred fatalities occur due to woelated

accidents. The implementation of fundamental health and safety protocols
could have potentially averted a significant proportion of these injuries.
Annually, around two million individuals receive diagnoses of illnesses that
can be attributed to their occupation or jeddated duties, with a notable
prevalence in the hospitality sector. It isimperative for all employed
individuals to prioritise the mitigation of occupational ilinesses and
accidents within their respective workplaces. The company recognises that
the cultivation of knowledgeable and trustworthy employeesis crucial for its
growth and sustainability, asit places great emphasis on robust health and
safety management practices. Therefore, it isimperative to maintain both

health and safety measures to mitigate any potential hazards (HSE, 2022).
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         Annually, approximately one million individuals sustain injuries while on the job, and more than two hundred fatalities occur due to work - related accidents. The implementation of fundamental health and safety protocols could have potentially averted a significant proportion of these injuries. Annually, around two million individuals receive diagnoses of illnesses that can be attributed to their occupation or job - related duties, with a notable prevalence in the hospitality sector. It is imperative for all employed individuals to prioritise the mitigation of occupational illnesses and accidents within their respective workplaces. The company recognises that the cultivation of knowledgeable and trustworthy employees is crucial for its growth and sustainability, as it places great emphasis on robust health and safety management practices. Therefore, it is imperative to maintain both health and safety measures to mitigate any potential hazards (HSE, 2022).
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