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In Hospitality sector, especially in hotels, Housekeeping is maybe one of the most important department, making sure the guest have clean linen and cleaned rooms and they are responsible for everything that means cleaning, replenishing amenities in the rooms for guests and performing different duties like doing guest laundry and much more so hotel recruitment team needs to pay a very close attention on the recruitment process in order to select the potential candidates to have the correct skills and experience required in Housekeeping. According to Jones and Jones (2007) employment should be probationary at first, allowing the new recruits to improve efficiency on the allocated number of rooms cleaned per shift and evaluated after three months after correct on the job training was delivered in a correct and effective manner helping developing the new employees to acquire new and useful skills and develop and improve old ones. Customer loyalty and attracting new guests also depends very much on the housekeeping performance, reeling on the housekeeping department for basic needs to be fulfilled like cleaning the rooms, refilling the amenities  attention to details like beautiful designs made from towels or leaving rose petals on the bed for special occasions to make a lasting impressions for the guest according to Kandampully &Suhartanto(2000). Most of the employers are looking now for good communications skills in the new recruitment process, a very positive attitude and they are putting more accent now on training and developing than before, recognising the importance of the correct information passed on to the new employee, to know the standards, service and the products  being more requested than a very good educational background according to Chan and Coleman(2004).A positive service mind, commitment and attention to details are also necessary skills in housekeeping department. Technology plays also a very big role in new employees training making sure that the new recruits are developing the right skills for housekeeping.  Hospitality workers they have to be prepared to work unsocial hours, to be motivated and to have a wide range of personal and interpersonal skills like communication and self-presentation and competence. Training in health and safety is also playing an important role in Housekeeping, employers making sure that the new employee is ready to keep the guests and themself safe all the time. Working with chemicals ,health and safety training is it critical as well providing the employees with the correct knowledge to have a safe work environment. In all working sectors skills are categorized in soft skills and hard skills according to Hendarman and Cantner(2007,a) and saying that any employee working in Hospitality needs to have the skills developed by training by the companies that they have had recruit them because all those skills are helping developing the companies labour productivity. The new technology introduced in housekeeping like using devices to allocate the rooms for attendants also requires employees with specific skills having a direct correlation to innovation and developing both the company and the employee, allowing the company to monitor the performance of the employee and oversee the experience and the quality of the service that the guest received. All the hard skills are based on specific context where they will be used and are associated most with the creative side like graphic design or computer programming so are used in housekeeping mostly by management. Soft skills or critical thinking skills are single behavioural skills very useful in housekeeping department and in every economic sector. All the skills, like time management, being proactive, communication, positive attitude and being self aware are used and requested on all levels in hospitality industry (Hendarman and Cantner,2007,b).In Hospitality,especially in Housekeeping needs skills diversity because a wide range of specific jobs. Most of the skills used here  can be used in other economic sectors as well. By combining all the soft and skills will generate special attributes says Baum(2002).Skills are playing a very important role in the wage that the new employee will earn. A skilled and experienced worker will be earning more income than one without experience in all work fields.
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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?


	
Room not been properly cleaned

	There was a miscommunication between front desk and Housekeeping about the time of the check-in 
	Couch& Counselling the responsible persons 
Move the guest and give them an upgrade on the room
	Re-training in the correct procedure on checking the guests and passing the correct information to Housekeeping
	Arrange meetings with all departments for correct handover and information  

	
Room not been properly cleaned

	The cleaner forgot/missed/not properly cleaned that room
	Meeting with the cleaner and supervisor
Offer complimentary lunch/dinner for the guests and re-cleaning the room while they are out
	Re-training in the correct procedure of cleaning the room and communicating any issues with the team leader/supervisor. Supervisor re-trained to check the rooms 
	Introduce a new protocol that 1 hour before the end of the shift the next shift supervisors to check what couldn’t be checked by the previous shift

	
Room not cleaned


	Guest was moved and the information wasn’t passed to Housekeeping
	Ask the guests if they want to be room moved if there are any available rooms or the room to be re-cleaned. Offer free discount next stay.
	Re-training in the correct procedure on moving the guests and passing the correct information to Housekeeping management.
	Front desk to call Housekeeping before moving any guest and confirm that the room is ready to be cleaned.

	Room not been properly cleaned


	Housekeeping didn’t assign the room to be cleaned
	Couch& Counselling the responsible persons 
Move the guest /re-clean room and offer 50% discount on a next stay as an apology.
	Re-training in the correct procedure of assigning the room and communicating any issues with the relevant departments
	Re- train and Re-asses all team members every month.

	Room not been properly cleaned



	Room had electric issues and could not be used because of Health & Safety issues and wasn’t reported as back to sell after the issues were fixed.
	Meeting with the responsible persons 
Move the guest and give them an upgrade on the room or a discount from the actual stay.
	Re-training in the correct procedure of assigning a room after maintenance work is done and communicating any issues with the relevant departments.
	All the rooms with maintenance issues to be done or already solved to be displayed on a visible board so everyone is aware of the changes.



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.

	
Feedback
Negative :
Following the recent guest complaints we had few rooms that:
- weren’t finished on time
- not cleaned properly 
- not cleaned 
- Personal Protection Equipment not used

Positive:
-Great customer service
-Amazing facilities 
- Nice room view
- Nice design of the Resort
- Fast check in/out
- Digital keys


	Training Notes:

	
Communication

Some of the negative feedback happened because of miscommunication ,so we will introduce 
· Daily meeting at 10 AM
· Whats App group chat for Management and team
· Handover between shifts


	Training Notes:

	
Time management

After team meeting we had ,one of the reasons for not being able to finish the rooms on time was not having enough rooms attendants and only 30 minutes per room to be cleaned 
· More attendants to be trained on rooms 
·  35 minutes will be allocated per room
· Supervisors to help and support  whenever is needed




	Training Notes:

	
Product knowledge

All members of the team to be trained until the end of next month on cleaning rooms, linen , towels and use of chemicals
· Mandatory courses





	Training Notes:

	
	Customer Service 

Mandatory training on team members facing the guests to be able to make a difference and impress the guest.

· Facing the Guest = course
· Impress a guest  = course





	Training Notes:
	



	
Training

Mandatory training on all team members to be finished by the end of the month :
· Re-train on different topics once twice a month
· Observe and Re-asses 


	Training Notes:

	

Environment 

General waste and recycling topics to be re-trained this month
Disposing batteries to be monitored 
New bins to be delivered next week





	Training Notes:

	

Data security

-Training on using work devices
-Training on sensitive data
- Training on use of digital keys
- Re-asses 





	Training Notes:

	
Objectives

· Re-train all team members by the end of August
· Employing  10 room attendants  by the end of July
· Improve feedback and review by 25% by September




	Training Notes:

	 
First Aid training:

Every department to have at least 3 first aiders
· Fire training course mandatory
· Defibrillator training mandatory for all first aiders



	Training Notes:

Employee well-being:

Well-being meetings available twice per week
Healthy Work – Life balances  classes 
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