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	Housekeeping abilities are required for a housekeeper to succeed in their role. According on the exact tasks and employer of a housekeeper, these skills may vary and include everything from delivering excellent customer service to having an eye for detail (Soltani and Wilkinson, 2010).  To ensure that patients are in a hygienic environment, a hospital housekeeper, for example, could be obliged to adhere to strict cleanliness standards. On the other hand, a personal housekeeper might handle routine cleaning jobs like dusting and vacuuming. A housekeeper needs to be skilled in a variety of cleaning duties regardless of what they perform or where they work. According to Singh and Jayakumar (2019), housekeepers are largely in charge of maintaining sanitary conditions in buildings belonging to both public and private institutions. A thorough and effective housekeeper has a number of essential skills, such as attention to detail and organisational skills. Here are a few illustrations: 
Effective time management
Housekeepers typically work alone or in small groups, and cleanings must be accomplished a specified number of times per day. Housekeepers must have the capacity to effectively manage their time and adhere to a cleaning schedule. Additionally, they must do the job in the time specified by the client and arrive for planned cleanings on time (Melad, et al., 2021). 
Focus on details
A housekeeper must pay meticulous attention to detail if she is to maintain the home well. These cleaners must do everything from straightening the living room to cleaning the windows and making sure the floors glisten, so they must have a keen eye for detail. Good housekeepers will produce more work (in fact, in 2020). 
Effective communication
Housekeepers need to communicate with customers, coworkers, and supervisors frequently to make sure that everyone is completely informed of the needs for each cleaning. Ineffective communication can prevent a housekeeper from getting crucial instructions or attending to a client's demands. 
Interpersonal competencies
In order to excel in their position, housekeepers must be able to get along with others because they usually engage with clients directly. Housekeepers usually require reliability, collaboration, and accountability to perform their duties effectively. 

Flexibility
Numerous housekeepers may be required to work irregular hours depending on the needs of the client. For instance, because they must wait until the office is empty, cleaners may not be able to start their shifts until all other employees have left the premises. Some maids work shifts that start late at night or early in the morning frequently. If a housekeeper is prepared to change, there may be more opportunities and a better wage.
Customer service
Housekeepers require good customer service skills in order to succeed in their careers. This is due to the fact that a housekeeper's performance is determined by the client's approval; therefore, keeping clients happy is essential to success in this field of work (in reality, by 2020). 
Technical expertise
Any technical knowledge or education you've gained via your experiences, whether at work or in school, For instance, you might be familiar with point-of-sale systems if you've worked in retail or the food industry. If you've taken an accounting course, you may be familiar with Microsoft Excel. If you've learned a foreign language, you might be able to speak it well. Every job requires a certain set of technical abilities that are industry-specific. For example, if you wish to work as an architect, you will need to know how to use drafting software (Kennedy et al., 2015). 
Budgeting
Making a budget entails arranging your business's financial expenditures. As a manager of housekeeping, you can be responsible for creating and managing budgets for various initiatives or departments. By having strong budgeting skills, you can make sure that your department has the resources it needs to do its duties. Using your budgeting skills, you may analyse your prior spending habits and make adjustments to improve efficiency.
 Performance Monitoring
Another talent that housekeeping managers need to have is the capacity to set goals and offer their staff members constructive feedback. They may perform better as a consequence, which may increase the effectiveness of the team. You can identify areas where a worker might need further coaching or support to develop their career inside the company by giving them regular feedback. 
Problem Solving
One needs to be able to recognise problems in order to fix them. As the manager of housekeeping, you might need to resolve problems that arise in your department or with other departments. If there is a scheduling issue, for example, you might be able to find alternatives, such altering schedules or employing more staff members who are available sometimes.
Supervising
Supervision is a key competency for an executive housekeeper. This skill enables the executive housekeeper to oversee and manage the work of the housekeeping staff, ensuring that tasks are completed precisely and on time. It would be difficult to maintain the house to a high grade of organisation without this talent.
Organization
Any executive housekeeper who wants to thrive needs to be well-organized. Without it, tasks won't be completed in a timely manner, deadlines won't be reached, and the business won't function as effectively as it might. An effective executive housekeeper can allocate tasks, create priorities, and keep track of all the business's moving parts. To maintain a high level of quality control in the housekeeping sector, this aptitude is required. 
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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?


	Dirty towels and bed linen. 

	Was not checked by the housekeeping team properly.  
	Replace them ASAP and offer a free evening meal on the house. 
	Ensure the housekeeping supervisor is doing quality checks.  
	Organise further training for the housekeeping members.

	The bin bag was not replaced. 

	Overseen by housekeeping team. 
	Offer the customer a drink in the bar whilst this is replaced. 
	Ensure the housekeeping supervisor is doing quality checks.  
	Organise further training for the housekeeping members.

	The toilet was dirty. 

	 Not using the proper equipment 
	Apologies to the customer and offer the customer upgraded room.

	Ensure the housekeeping supervisor is doing quality checks.  
	Organise further training for the housekeeping members.

	The Curtains have stains. 


	These were not washed regularly and changed  
	Offer the customer a drink in the bar whilst this is replaced.
	Ensure the housekeeping supervisor is doing quality checks.  
	Organise further training for the housekeeping members.

	
The room smells mouldy
	Room ventilation was not serviced. 
	Apologies to the customer and offer the customer upgraded room.

	Ensure these are working and free from dust. 
	Ventilation needs to be serviced regularly and documented to the supervisor.



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: 
Good morning/afternoon, everyone! Welcome to the Housekeeping Excellence Training at Premier Inn. My name is Jahanara Begum, and I am the Floor Housekeeping Manager. Today, we're going to focus on enhancing our performance, maintaining brand standards, and ensuring strict adherence to health and safety procedures.
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	Training Notes: 
Housekeeping plays a vital role in guest satisfaction and the overall reputation of our hotel. Cleanliness is of utmost importance as it directly impacts our guests' experiences, their loyalty towards our brand, and the positive reviews they leave behind. It is through our housekeeping efforts that we create a comfortable and welcoming environment for our guests. Additionally, housekeeping is crucial for maintaining health and safety standards, ensuring the well-being of both our guests and our team.
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	Training Notes:
At Premier Inn, we are known for our high standards of cleanliness and attention to detail. Consistency in maintaining these brand standards is key. We take pride in delivering a superior guest experience through our commitment to cleanliness, neatness, tidiness, and attention to detail. Some specific examples of our brand standards include meticulous bed-making, impeccable bathroom cleanliness, and providing essential room amenities.


	


	Training Notes:
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	Training Notes:
To ensure our guests have the best experience possible, it is essential that we follow a systematic approach to daily cleaning. This includes:
1. Dusting: Begin from top to bottom, ensuring all surfaces are dust-free, including furniture, fixtures, and windowsills.
2. Vacuuming: Pay close attention to corners, edges, and high-traffic areas to remove all dirt and debris.
3. Linen Change: Follow the proper procedure for replacing linens, including bed sheets, pillowcases, and towels. Make beds neatly and professionally.
4. Bathroom Cleaning: Thoroughly clean and sanitize all surfaces, fixtures, and amenities in the bathroom. Pay attention to details like mirrors, tiles, faucets, and toilet bowls.
5. Attention to Detail: Check for any missed spots or overlooked areas, ensuring that rooms are guest-ready and up to our high standards."
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	Training Notes:
Adhering to Health and Safety Procedures "Compliance with health and safety procedures is crucial to maintaining a safe work environment. Some key points to remember include:
1. Potential hazards: Be aware of potential hazards related to housekeeping tasks, such as handling chemicals, operating electrical equipment, and lifting heavy objects.
2. Personal Protective Equipment (PPE): Wear appropriate PPE, including gloves and masks, when necessary.
3. Reporting: It's important to report any safety concerns or incidents immediately to the relevant supervisor or manager.
4. Regular Training: Stay updated with health and safety regulations and participate in regular training sessions to ensure we are well-prepared and informed."
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	Training Notes:
Organizational and Time Management "Staying organized and managing our time effectively are key to maximizing efficiency and productivity. Here are some tips to help us stay organized:
1. Prioritize tasks: Determine the urgency and importance of each task to ensure we focus on the most critical ones first.
2. Divide and conquer: Divide the workload among team members to maintain a consistent workflow and complete tasks efficiently.
3. Utilize checklists: Use checklists to ensure all tasks are completed and nothing is overlooked.
4. Embrace teamwork: Collaborate with your colleagues, communicate effectively, and support each other to achieve our common goals."
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	Training Notes:
Handling Guest Complaints "Addressing guest complaints professionally and promptly is vital in maintaining guest satisfaction. Here's how we can handle guest complaints effectively;
1. Active Listening: Listen attentively to the guest's concernsand show empathy. Let them know that their feedback is important to us. 
2. Ownership and Resolution: Take ownership of the issue and work towards finding a timely resolution. Involve relevant team members or supervisors if necessary.
3. Problem-Solving: Use problem-solving skills to identify the root cause of the issue and prevent similar incidents in the future.
4. Turning Complaints into Opportunities: View guest complaints as opportunities to improve our service. Learn from each complaint and take steps to enhance our processes and exceed guest expectations."
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	Training Notes:
"Effective communication is essential within our housekeeping team. Here are some key points to remember:
1. Reporting Maintenance Issues: Promptly report any maintenance issues or concerns to the appropriate department or supervisor.
2. Stock Shortages: Communicate stock shortages or replenishment needs to ensure we have all the necessary supplies for efficient operations.
3. Communication Channels: Utilize proper communication channels such as logbooks, digital platforms, or designated reporting systems.
4. Clear Documentation: Maintain clear and concise documentation of tasks, incidents, and important information for accurate reporting and reference.
5. Collaborating with Other Departments: Foster good communication and collaboration with other departments to ensure seamless operations and guest satisfaction."
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	Training Notes:
 Now, I'd like to open the floor for any questions or concerns you may have. Feel free to ask about specific scenarios or seek further clarification on any topic we've covered today. This is an opportunity for us to support each other's learning and development."
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To summarize our training session today:
· Housekeeping plays a crucial role in guest satisfaction and hotel reputation.
· Premier Inn is known for its high brand standards, including cleanliness and attention to detail.
· Daily cleaning procedures, adherence to health and safety, organizational skills, and effective communication are key to achieving housekeeping excellence.
· Thank you all for your active participation and commitment to maintaining our high standards. Let's apply the knowledge gained today in our daily tasks and continue to deliver exceptional guest experiences."
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Daily
Cleaning

Procedures

*Follow a systematic approach to daily
cleaning.

*Dusting: Start from top to bottom, ensuring all
surfaces are dust-free.

*Vacuuming: Pay attention to corners, edges,
and high-traffic areas.

Linen Change: Follow the procedure for
replacing linens and making beds.

*Bathroom Cleaning: Thoroughly clean and
sanitize all surfaces, fixtures, and amenities.
*Attention to Detail: Check for any missed spots
and ensure rooms are guest-ready.
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*Compliance with health and safety regulations
is critical.

*Potential hazards: Chemicals, electrical
equipment, and lifting heavy objects.

*Use personal protective equipment (PPE)
correctly: Gloves, masks, etc.

*Report any safety concerns or incidents
immediately.

*Maintain a safe and injury-free work
environment.
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Organizational
and Time

Management

Stay organized to maximize efficiency and
productivity.

*Prioritize tasks based on urgency and
importance.

*Divide work among team members to
maintain a consistent workflow.

*Use checklists to ensure all tasks are
completed.

*Encourage teamwork and collaboration for
smoother operations.
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*Addressing guest complaints
professionally and promptly is crucial.
eListen actively and empathetically to
understand their concerns.

*Take ownership of the issue and
provide a timely resolution.

Handllng GueSt *Involve relevant team members or
Com plaints supervisors if necessary.

*Turn complaints into opportunities to
enhance guest satisfaction.
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*Effective communication is key to a
successful housekeeping team.
*Report maintenance issues, stock
shortages, or concerns promptly.
*Utilize appropriate channels:

- o Logbooks, digital platforms, etc.
Communlcatlon *Clear and concise documentation is

and Reporting essential for accurate reporting.

*Collaborate with other departments
to ensure seamless operations.
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Q&A Session

* Let's address any questions or
concerns you may have.

* Feel free to ask about specific
scenarios or seek further clarification.

* We're here to support your learning
and development.
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Recap and
Closing

* We covered the importance of
housekeeping in guest satisfaction and
hotel reputation.

* Premier Inn's brand standards
prioritize cleanliness and attention to
detail.

* Daily cleaning procedures, health
and safety compliance, and
organizational skills are crucial.

* Handling guest complaints
professionally and effective
communication are essential.

* Thank you for your participation and
commitment to maintaining
housekeeping excellence.
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Importance of
Housekeeping

*Housekeeping plays a vital role in guest
satisfaction and hotel reputation.

*Cleanliness directly impacts guest

experiences, loyalty, and positive reviews.

°|t ensures a comfortable and welcoming

environment for our guests.

*Housekeeping is also crucial for
maintaining health and safety standards
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Premier Inn
Brand
Standards

*Our brand is known for its high standards of
cleanliness and attention to detail.
*Consistency in maintaining these standards is key.

*Core brand standards include cleanliness, neatness,
tidiness, and attention to detail.

*Examples: Bed-making, bathroom cleanliness, and
room amenities.





