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Housekeeping is an essential function in the hospitality industry, ensuring that guests have a comfortable and hygienic stay. It is the responsibility of a cleaning crew to ensure that all guest rooms, public areas, and back-of-house spaces are kept tidy and well-organised at all times (Nikolskaya et al., 2018). There are many essential abilities that one must possess to be successful in the profession of housekeeper.
Paying close attention to detail is one of the most essential abilities for a member of the housekeeping staff to possess. This requires paying meticulous attention to the tidiness and order of each space, making sure that no aspect is neglected in the process (Sacks et al., 2018). My own experience working in housekeeping has taught me that paying close attention to detail is necessary to guarantee that every guest room is cleaned to the highest possible standards. While cleaning, it is crucial to be thorough and attentive since even the smallest missed area might result in unfavourable comments from customers.
Another essential skill for housekeeping team members is time management. A housekeeper must balance the cleaning of multiple rooms within a limited time frame, ensuring that each room is cleaned efficiently without sacrificing quality (Reason et al., 2017). This requires effective time management skills and the ability to prioritise tasks. In my experience, time management is critical in ensuring that all assigned rooms are cleaned to the required standards, while also ensuring that any additional tasks, such as responding to guest requests, are completed on time.
Communication skills are also essential in a housekeeping role, as housekeeping team members often work as part of a larger team, including front desk staff, maintenance teams, and other departments. Effective communication is essential in ensuring that everyone is working together to meet guest needs and maintain a clean and comfortable environment (Hsiao et al., 2015). Clear communication also helps to ensure that any issues or concerns are addressed promptly and efficiently, minimising the impact on guests.
Flexibility and adaptability are also important skills in a housekeeping role, as the needs of guests and the hotel can change rapidly. This requires the ability to adjust quickly to changing priorities, work independently, and be proactive in identifying and addressing potential issues. For example, if a guest requests an early check-in, a housekeeping team member may need to adjust their schedule to ensure that the room is cleaned and prepared in time (Rodriguez et al., 2017).
To apply theoretical knowledge while working in the industry, it is essential to have a solid understanding of the principles and best practices of housekeeping. This includes knowledge of cleaning techniques, equipment, and cleaning products, as well as health and safety regulations and hotel policies and procedures (Ivanov et al., 2021). By understanding these principles, housekeeping team members can apply them to their work to ensure that each room is cleaned to the required standards while minimising the risk of injury or damage.
In my experience, theoretical knowledge has been valuable in helping me to identify areas for improvement in my work and to develop new cleaning strategies and techniques. For example, learning about the importance of cross-contamination prevention has helped me to be more mindful of using separate cleaning cloths and tools for different areas of the room (Mathis et al., 2016). Similarly, understanding the proper use and handling of cleaning products has helped me to ensure that each room is cleaned effectively and safely. It is impossible to place enough emphasis on the significance of housekeeping in the hotel business. It is essential that a hotel be spotlessly clean and well-maintained to provide visitors with a pleasant and pleasurable stay. Inadequate cleaning may result in unfavourable comments from hotel guests, which can have a substantial effect not only on the hotel's reputation but also on its earnings (Jennings et al., 2015). The employment of efficient housekeeping procedures may assist to reduce the possibility of visitors providing unfavourable comments, hence increasing the likelihood that they will have a pleasant stay and come back in the future. 
Working as part of a housekeeping team requires a variety of abilities, including careful attention to detail, effective time management, clear and effective communication, and the capacity to be flexible and adaptable. These abilities are very necessary to guarantee that each guest room is cleaned to the highest possible standards and that visitors have a pleasant and comfortable stay (Chelladurai et al., 2022). The members of the housekeeping crew may create new methods and procedures to better their job and the overall experience of the guests by putting their theoretical knowledge into practice in the industry.
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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?


	
Staffing Issues

	Staff shortages or turnover may be a major concern. This might affect passenger service and increase staff burden.
	The first step is to apologize to the guest for the inconvenience caused by the uncleaned room. Make sure to express empathy and understanding of the situation (Al-Refaie, 2015).

	Conduct regular training sessions for the housekeeping staff to ensure that they are aware of the standards and expectations for cleaning each room (Hsieh et al., 2016). This will help them to avoid making the same mistake in the future.

	Establish clear and concise goals and expectations for the team. Ensure that every member of the team understands their roles, responsibilities, and objectives. This will help them to focus on their tasks and work together towards a common goal.

	
Guest Complaints

	Cleanliness, amenities, and service might lead to guest complaints (Terrier et al., 2015). To satisfy guests and avoid unfavourable evaluations, these problems must be resolved quickly.
	Offer to have the room cleaned immediately or to move the guest to a new room, depending on the guest's preference. Make sure to explain the options clearly and ensure the guest is comfortable with the solution (Hsieh et al., 2016).
	Implement a quality assurance program to regularly check the cleanliness of each room after it has been cleaned. This will help to identify any deficiencies in the cleaning process and allow for corrective action to be taken.
	Encourage open communication and collaboration among team members. Foster a positive work environment that values respect, trust, and teamwork (Dinçer et al., 2017). This will help to build a culture of mutual support, accountability, and motivation.


	
Communication

	Misunderstandings, uncertainty, and blunders may result from staff communication issues. Teamwork might break down and performance suffers.
	If the guest chooses to stay in the same room, send a member of the housekeeping staff to clean the room properly (Dinçer et al., 2017).

	Encourage open communication between staff and management, including regular meetings to discuss any issues or concerns. This will help to ensure that everyone is aware of any problems and can work together to address them (Raymaker et al., 2020).
	Encourage team members to develop new skills and competencies, and offer training programs and other learning opportunities. This will help to improve their skills, knowledge, and abilities, and also increase their motivation and job satisfaction.

	
Training and Development

	Staff training and development may be another issue. This might lower their abilities and work happiness (Raymaker et al., 2020).
	Follow up with the guest to ensure that they are satisfied with the cleaning and their stay.
	ensure that the housekeeping department is adequately staffed to allow for thorough cleaning of each room within a reasonable timeframe.
	Provide regular feedback and recognition to team members. This will help them to understand their strengths and weaknesses, and identify areas for improvement. Positive feedback also helps to build motivation and engagement among team members (Al-Refaie, 2015).





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.
	As the floor housekeeping manager, my role involves overseeing the cleanliness and organisation of guest rooms, public areas, and other spaces in my hotel. To ensure that brand standards are being achieved and that health and safety procedures are being followed, here are 10 training notes I can prepare for my housekeeping staff:

	Training Notes: Understanding brand standards

	Housekeeping staff must be conversant with the hotel's brand requirements and trained to perform services that meet them. Brand standards are the guidelines for how a brand should be portrayed in all marketing and communication channels (Punjaisri et al., 2017). These rules ensure that the brand is presented consistently across all communication platforms and maintains the same look, feel, and message. Brand standards often include brand colours, fonts, logo placement, imagery, and messaging.

	Training Notes: Proper cleaning techniques

	Housekeeping staff should be trained in proper cleaning techniques, including the use of appropriate cleaning agents and equipment. They should also be aware of any special requirements for cleaning different areas of the hotel. Cleanliness is essential to maintain a healthy and safe environment. Proper cleaning techniques are critical to prevent the spread of germs and bacteria (Meenakshi et al., 2018). It is important to understand the different types of cleaning, the materials needed for cleaning, and the best practices for each. The most common type of cleaning is surface cleaning. This type of cleaning involves removing dirt, dust, and other debris from a surface. It is important to use the right cleaning supplies for the type of surface being cleaned.

	Training Notes: Safety procedures

	Housekeeping staff should be aware of all safety procedures and protocols, including fire safety, emergency evacuation, and personal protective equipment (PPE) requirements. Safety procedures are essential to ensure the safety of employees and customers in the workplace (Delgado et al., 2020). They help to reduce the risk of injuries, illnesses, and other types of harm. Safety procedures should be implemented in all businesses and organisations, regardless of size. Some common safety procedures include wearing protective equipment, providing proper training and instruction, performing regular inspections, and implementing safety protocols such as lock-out/tag-out and lockout/tag-in. It is also important to have an emergency plan in place in case of any incidents.


	Training Notes: Chemical handling

	When handling cleaning chemicals, housekeeping staff should always wear gloves, follow proper dilution ratios, and store chemicals safely. Workers need to understand the risks associated with any chemical that they may encounter. It is also important to have proper training and knowledge when handling any chemicals (Albalawi et al., 2018). Additionally, workers should be aware of the potential hazards of any chemical they are working with and how to handle it safely. Workers should also be taught how to recognise signs of chemical exposure and how to respond in case of an emergency. Chemical handling is an important aspect of any workplace and should be taken seriously.


	Training Notes: Personal hygiene
	

	Housekeeping staff should maintain high levels of personal hygiene, including frequent hand washing and wearing clean uniforms. Good personal hygiene is an important part of our daily life, also it is essential to maintain personal hygiene to stay healthy and free from diseases. It includes brushing teeth twice a day, taking a bath daily, washing hands properly before eating or after using the bathroom, combing hair, trimming nails, and wearing clean clothes (Montes et al., 2017). It is also important to keep our environment clean and tidy. Moreover, exercising and eating healthy foods by following a balanced diet is also important for good personal hygiene. It is important to keep ourselves emotionally and mentally healthy by taking time for ourselves, being kind to others, and finding ways to relax.

	Training Notes: Attention to detail

	Housekeeping workers should be instructed to pay attention to tiny things that might affect client pleasure, such as hanging curtains correctly, folding towels neatly, and stocking amenities. Several occupations need attention to detail. It's capacity to focus on a situation's smallest aspects (Jetley et al., 2018). Focus, concentration, and an eye for detail are needed to pay attention to detail. It may be improved with practice. In many industries, such as accounting, engineering, and medicine, attention to detail is crucial. It lets one see faults and fix them before they cost money. In dangerous sectors like construction and manufacturing, attention to detail may avert accidents.

	Training Notes: Guest Interaction

	Housekeeping staff should be trained to interact with guests in a friendly and professional manner, responding to any requests or concerns promptly. In today’s world, guest interaction is an important part of hospitality. Guests need to be treated with respect, kindness, and care (Ahmed et al., 2019). It is important to make them feel comfortable and at ease in their environment. This can be done by engaging in conversation and showing genuine interest in the guest's needs and concerns. Asking questions, listening attentively, and responding appropriately can help create a more positive experience for the guest.


	Training Notes: Equipment maintenance

	Housekeeping staff should be responsible for maintaining all cleaning equipment and reporting any malfunctions or issues immediately. Equipment maintenance is an important part of daily operations. It involves inspecting, cleaning, and servicing equipment to ensure it is functioning properly and safely (Bahreini et al., 2018). Regular maintenance can help to reduce the cost of repairs, extend the life of equipment, and improve productivity. It is important to establish a maintenance schedule and stick to it. This should include regular checks of equipment, cleaning, lubrication, and replacement of parts. Regular inspections should be done to detect any potential problems and to ensure that everything is operating correctly.

	Training Notes: Efficient time management

	Housekeeping staff should be trained to work efficiently and prioritise tasks to ensure that all areas are cleaned thoroughly and on time. Time management is the ability to plan and control how I spend the hours in my day to effectively accomplish my goals. It is important to manage time wisely to get the most out of life (Huda et al., 2017). It allows us to make the most of our time and achieve our goals in life. Time management is all about planning and organising. It involves setting goals, making a plan and sticking to it. It also involves being aware of how much time is available and how to use it best.


	Training Notes: Environmental sustainability
	

	Housekeeping staff should be aware of the hotel's sustainability goals and be trained to implement practices that reduce waste and conserve resources, such as using energy-efficient lighting and recycling. Environmental sustainability means taking action to use natural resources in a way that preserves their quality and quantity for future generations (Hamid et al., 2017). It involves making conscious decisions to reduce our environmental impact and protect the environment for future generations. This includes reducing the amount of waste produced, conserving energy and water, and avoiding activities that increase air, water, and land pollution. It also involves understanding the impacts of our actions and taking responsibility for them.
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