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	Housekeeping requires a lot of skills and knowledge. Although staff are trained on safety protocols, cleaning techniques, and products used in hospitality businesses (Ashfaq, 2023), having the extra set of skills will make housekeepers better at their job. During my experience working at the Premier Inn Burton Central, I found that a lot of my soft skills came very handy whilst on house-keeping. These are also known as transferrable skills which can be transferred to any role your work in and in everyday life.

One of the main keys skills is communication skill. The role is based on communication from the minute you enter the hotel, you are required to speak to colleagues and guests. Housekeepers come across guests on a regular basis so there is a need to speak well and discern guest needs. They will be required to assist guests with requests for extra items such as pillows or towels. In addition to this, they may be required to deal with complaints from the visitors (RLT, 2019). Customer Service skills go hand in hand with communication skills, you need to be good at communicating in order to provide a good customer service. This includes listening to the customer needs and going above and beyond to provide excellent customer service. 
Problem solving skills is key when it comes dealing with complaints. You need to understand why the customer is complaining, what they need and how you can resolve the matter instantly so that it doesn’t escalate. Keeping calm and respectful helps control the situation better. One guest came out of his room while we were working in another room and complained about foul smell coming from the shower trap. He said the room wasn’t cleaned properly and he demanded another room right now. The housekeep apologised for the inconvenience caused and asked the guest if she could go in to have a look. When she entered the bathroom, she could smell the foul scent so she straight away went down to reception to request maintenance and asked if there was another room. The guest was moved to another room with complimentary drinks and the room was sealed for maintenance. Customer was very happy and thanked us for the service, also left great feedback.  
Time management is also very important, prioritising your tasks and then scheduling when you’ll do each task (Stephens, 2022). This will prevent you from falling behind and give you an idea of what pace you need to work in. Some days you may only have 5-6 rooms to clean but on other days may have 10 rooms to clean, so the ability to work well under pressure (Eclat Hospitality, 2023) is key to this role. 
As a house keeper attention to detail is a skill you must have because you are responsible for creating the right atmosphere and deliver the service the hotel is promising. Leaving small signatures such a particular layout which is a signature to the hotel, these must be followed accurately to ensure customer can receive the same great experience each time they come to stay. At Premier Inn, we were trained to make beds in a certain way so that it looks identical in every room and we had to took bedsheet and duvet in at the end of the bed to create pointy ends which look like elephant ears.   
The ability to work independently and in teams’ skills are also key to housekeeping. At Premier Inn, a lot of the jobs carried out is done independently but you are also required to work in teams for some part of the days such as when you are working in the restaurant to help clean on a busy shift, you have to work with the waiters and kitchen staff so that the shift runs smoothly. Being organized also helps housekeepers to run their shift smoothly and when working under pressure it is very useful and time saving. 
When the hotels are seeking housekeeping staff, some of the other important skills they seek are good grooming, customer care and product knowledge (Kamau, 2021). It is essential to list your skills on your resume and prove how well you carry these skills whilst working on the job. The key skills are what makes your job easy to carry out and as time goes on, training and development can improve these skills.
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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?


	Hair on Bedsheets
	It may have flown on to the bed while vacuuming 

	Ask housekeeper to go back and replace the bedding
	Housekeepers must check the bedding thoroughly before making the bed
	Ask head housekeeper to carry out checks after rooms have been cleaned.

	Dust on shelves

	Housekeeper didn’t pay much attention due to busy schedule

	Ask housekeeper to go back and clean the room thoroughly
	Warn the housekeeper to not repeat this. 
	Make daily work flow more efficient so that staff are not working under pressure.

	Hair in the shower plugs

	Missed while cleaning the shower.
	Ask housekeeper to return and clean the shower
	Provide to checklist to all housekeepers to tick as they are carrying each job out

	Communicate with the staff so that they are aware of any issues.

	Dirty cups and glasses

	Haven’t been replaced by the housekeeper
	Replace all cups, glasses and spoons with fresh ones.
	Remind all housekeepers that all dishes and cutleries must be replaced whether they have been used or not. 
	Offer training to staff that keep repeating the same mistake.

	Stained linen

	Housekeeper didn’t check linen before putting it on the bed

	Ask housekeepers to replace and take extra attention to detail next time

	All linens should be checked before putting them on the beds
	Keep the team motivated and make sure the morale is up. 



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:
The purpose of this presentation is to go through the basic rules of housekeeping, refresh the memories of our staff and to remind them of what their duty is. We will look at the employee engagement model to show how we can communicate with each other and the way we motivate our staff to keep going. It will also cover the health and safety procedure because taking of our staff and guests is very important to the Trinity Hotel. We will look at 4 steps of housekeeping and any issues raised by our customers. 
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	Training Notes:
Firstly, we will remind our housekeeping staff of the core values of our hotel. We as a hotel want to create an experience that will not be forgetful for our customers. We want to go above and beyond their expectations when providing good customer service because we want to retain them forever. To do this we need to take care of our employees because we believe our staff make this possible using their skills and knowledge. We also have a responsibility towards the environment and to make a sustainable world so we practice ethically and our staff are also trained to work ethically
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	Training Notes: 
I will speak to all housekeepers about the employee engagement model because we want them to know that we can see their hard work, we do listen to their needs and we look for opportunities for them to grow in their careers. I have chosen the AON Hewitt’s employee engagement model which as you can see consists of 6 key factors. 
1. Basics – Are our staff getting the right pay, what benefits do they get, is there job security and making sure it is a safe work environment.
2. Work – Are job tasks clearly communicated and how we acknowledge our employee accomplishments.
3. Company practices – By making sure the hotel is running ethically, ensuring diversity and inclusion, clear communication, recognizing talents and giving them a chance for progression.
4. Brand – Keeping a positive hotel reputation and fulfilling our corporate social responsibilities prove how well we work as a business. 
5. Leadership – Directing our staff in the right direction to achieve our goals
6. Performance – Offer career opportunities, learning and development, performance management, give rewards and recognition of hard works
The success of this engagement will have the following positive outcomes:
· Say – It will say great things about the hotels to our colleagues, potential employees, and our guests
· Stay – Our employees will stay with us because they feel part of the family. 
· Strive – It will motivate to go over and beyond and to succeed at work
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	Training Notes:
The purpose of this procedure is to help companies reduce workplace hazards and provide a safe and secure environment for employees (Gillian, 2019). This will lead to good housekeeping, which will lead to happy customers. I will remind our staff how to work responsibly and safely by go through the safety procedure.
Prevent slips/ trips and falls- ensure cables are securely covered and not running across the room or corridors. Any spillage must be cleaned immediately and sign of caution must be displayed. 
Safety gear and materials- make sure you are wearing personal protective equipment (PPE) such as gloves and aprons at all time and using the correct chemical and materials for the job.
Chemicals and flammable products- store all chemical and flammable goods in the designated locations and locked. Do not leave products lying around. 
Make sure stairways and fire exits are clear at all times, remove any blockage immediately and report to manager
supervisors might oversee the room attendants on each floor and perform quality control checks (Hollander, 2022)
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	Training Notes:

The first step before the house keeping staff start working is to prepare their cleaning trolley. They need to ensure the trolley has the following items as per the requirement on their shift notes:

· Different chemical
· Different types of clothes for cleaning
· Mop and Mop heads
· Toilet paper and bin liners
· Bath supplies
· Amenities and condiments
· Cups glasses and utensils
· All types of linens for the different size of beds
· Towels, mats and tissues
· Trash bag and dirty laundry bag on the other end
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	Training Notes:
Before you can start cleaning, all rooms need to be stripped of any rubbish and dirty laundry. To start of with you should enter the room and carry out the following:

· Turn on all lights and electrics, anything not working should be reporting to maintenance.
· Open curtains and windows to allow air circulation, check for marks on curtains and remove if dirty. 
· Check area, cupboards and drawers, any guest belongings or lost property need to be reported and returned to reception. 
· Remove any room service trays and items ready for cleaning.
· Check the bathroom, remove towels, clothes and bath mats on the floor. Apply the relevant cleaning agents to the appropriate surfaces/
· Take dirty glasses, cups etc and put them in the dirty dishes bucket to transfer to dishwasher.
· Take all towels and lines out and in to the dirty laundry caddy. 
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	Training Notes:
· Cleaning should begin with dusting all around including high dusting such as top of the TV, headboards and low dusting such as desks, upholstery. Ensure not to miss any spots.
· Use the correct cleaning cloth and chemical to wipe all the desks, shelves, tables and side boards. 
· Use the correct equipment to clean skirting boards and mirrors. 
· Using a different clothe and recommended cleaning agents, clean the bathroom thoroughly including tiles, shower, taps, mirrors, shelves and toilet. 
· Vacuum and mop the floor at the end.  
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	Training Notes:
Once all cleaning has been done, it is important to go back and disinfect the area, this will ensure there is no hazardous chemicals or residues are left behind. 
· Wipe all high touch areas to destroy any bacteria
· They must leave it to air dry
· Hang new shower curtains if required or leave the curtain out to air dry
· Buffer the shower and taps so that they are shining.
· Wipe of any smears from the mirrors. 
· Once again make sure they are using the correct sanitizing agent and equipment for this job.
· Make sure to transfer all dirty clothes in to the laundry basket because it cannot be used again another room. 
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	Training Notes:
The final step is to set up the room ready for our guests to enjoy and relax in. 
· Housekeepers will need to start of by making the beds with correct linen. Each bed type and size have a different linen. Yellow threaded linen is for King size Beds, Red threaded lined is Double beds and Blue threaded line is for Single beds.
· Refill the snacks and drink tray including coffee and tea making facilities 
· Place clean cups, glasses and utensils. 
· Load the towel rack with fresh towels, bath mats and hand cloth.
· Line the bins with bin liners and put away in the designated locations
· Spray air freshener to eliminate any odors and close all windows making sure it is secure. 
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	Training Notes:
Once they have completed the cleaning it is time to return all the equipment and chemicals to their designated location.
· Transfer all dirty laundry back to the laundry room.
· Separate the towels and linens and put them in the designated trolleys. 
· Put away all chemicals and flammable goods in the secured storages. 
· Take rubbish out to the waste bins outside.
· Transfer all dishes and utensils to the dishwasher and turn it on
· Put away the trolleys and caddies, ready for the next shift. 
· Remember to discard the PPE and wash their hands thoroughly before exiting the building. 
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HEALTH AND SAFETY PROCEDURES

Top Tips For Effective Workplace
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PREPARING YOUR TROLLEY
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STRIPPING

» Turn on all lights and electrics on to ensure they are working and
set correctly. Note what must be reported to maintenance.

» Open curtains, windows to allow air circulation.
» Check area, cupboards, drawers etc.
» Remove any room service trays and items

» Check bathroom, apply the relevant cleaning agents

> Take dirty glasses, cups, ashtrays to replace with new

» Take all towels and linens out and put it in the laundry caddy
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CLEANING

» Dust all around, high dusting and low dusting

» Clean all the shelves, desks, tables and
skirting boards

» Clean the bathroom/ wet room, including
mirrors, toilets, showers and baths (Ward,
2022).

» Vacuum all around and mop
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SANITIZING

» All high touch surfaces must cleaned thoroughly.

» Cleaning is to disinfect the surface, which will destroy bacteria and
other microorganisms (Burton- Hughes, 2021)

» It is important for you let it air dry.

» Make sure you have used the correct chemicals to polish and

buffer.
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SET UP

» Make the bed
> Refill the snack and drinks tray
> Set up new cups and cutlery

» Fresh towels on shelves, bath mats and hand
towel

> Line the bins with new bin liners

Source: Image taken from Readers Digest. (Anderson,
2021)
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LAUNDRY AND STORAGE

Take all dirty laundry to the linen room

Separate towels from linens and put them in the
correct trolleys

Put away all chemicals in the locked storage
Take all bins out to the waste bins outside
Load the dishwasher with all dishes and turn it on

Remember to store your caddies and trolleys
securely

Source: Image from Lodging Magazine (Ricei, 2021)




image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




image2.png
INTRODUCTION

Todays learning outcome:

» We are here today to refresh our memory
» Employee Engagement Model

» Health and safety procedure

> Daily tasks

» Address any issues that have been raised over the last few weeks.
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TRINITY HOTELS VALUES

We are here to create a great experience for our guests
We will go over and beyond to provide excellent customer service.

We believe our people make the difference so taking care of them is our
duty

We aim is to make a difference for a sustainable world
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