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	Knowing the fundamentals of working as a member of a hotel's cleaning staff is crucial knowledge for every internship or work-study student. The success of the hotel depends on the efforts of the cleaning staff, who are responsible for keeping the building and its guest rooms spotless and running smoothly. This article will go through the qualities needed to work in housekeeping, such as the ability to pay close attention to detail, manage one's time effectively, communicate well, be physically active, be aware of one's surroundings, be adaptable, and have a good attitude (Belias et al., 2019).
One of the most important qualities for members of the cleaning team is attention to detail. Every little thing counts in this area of business, and mistakes of even the smallest magnitude may have disastrous effects. The housekeeping staff's keen eye is required to see even the smallest imperfections in a guest room, such as a dropped hair or a fingerprint on the mirror. They have to pay close attention to detail in their job, making sure that each and every surface is immaculate and that everything is stored in the appropriate location. Paying close attention to detail is vital for the health and well-being of the hotel as a whole, as well as for the protection and satisfaction of its visitors (Breakey et al., 2014).
Another essential ability for those who work in housekeeping is the ability to manage their own time effectively. They frequently have to rush to get the rooms ready for the following guests since they only have so much time between arrivals. In order for them to do their job in a timely manner, they need to organise their responsibilities in a way that makes the most sense to them and function in an effective manner. The ability to manage time effectively is crucial for the smooth running of a hotel and the satisfaction of its customers (Deroos, 2012) 
Housekeeping employees also need to be able to communicate effectively. In order to get things done on time and to a high level, they need to be able to talk to the rest of the team. They should be able to interact with visitors in a kind and helpful way, attending to their requests and concerns to guarantee a pleasurable stay. For the cleaning staff to function as a unit and provide the highest level of care to the hotel's customers, clear lines of communication are crucial (Jayawardena et al., 2013) 
The ability to keep going through long shifts is also essential for housekeepers. They need good mobility and strength to clean hard-to-reach spots, stand and walk during lengthy shifts, and handle heavy linens and cleaning materials. To carry out the necessary physical labour, it is essential that they possess a high degree of physical fitness and stamina. Maintaining a high level of physical fitness is crucial for many reasons, including the timely completion of work, the avoidance of accidents, and the protection of employees (O'Driscoll, 2012) 
The ability to think about potential risks is equally important for housekeepers. Slippery flooring, live wires, and toxic cleansers are all things they need to be wary of. To protect everyone's well-being, including their own and that of the visitors, they must adhere to safety protocols. Paying close attention to safety measures is crucial for avoiding harm on the job (Olimovich et al., 2020) 
The ability to adapt quickly to changing circumstances is another key competency for housekeepers. As such, they need to be flexible in the face of unforeseen shifts in their work schedule, such as last-minute requests to clean a room or changes to the guest list. In addition, they need to be flexible to meet the specific desires of cleaning a suite as opposed to a standard room. The hotel's cleaning staff can best serve the hotel's demands and the guests' expectations if they are able to adapt to changing circumstances swiftly and effectively (Enz, 2013),
Last but not least, the cleaning staff's attitude and customer service mentality should always be upbeat and helpful. Since they often interact with guests first, they need to be friendly and helpful. They need to be able to accommodate visitors and make their stay pleasant. A cheerful demeanour is crucial to making visitors feel at home and appreciated while staying at the hotel.
To sum up, keeping the hotel clean and well-organised is the responsibility of the cleaning staff, and this position calls for a unique set of abilities. The organisation, forethought, and fluency in speech are all desirable qualities in a leader.
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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?


	As the floor's new team leader, I handled a visitor's complaint that their room wasn't cleaned before they arrived.
	I investigated the reason and created an action plan to avoid future instances.
	To address the issue, I first apologized to the guest and assured them that the hotel takes their feedback seriously.
	Firstly, I will retrain the housekeeping staff on the cleaning process to ensure that they understand the importance of attention to detail and the proper cleaning techniques.
	Firstly, I would implement regular team conferences to discuss any issues and ensure that everyone is on a similar page.

	Listening, showing sympathy, and acting fast were essential.
	The room was cleaned by untrained and unsupervised housekeeping employees.
	Next, I inspected the room and identified the areas that were not cleaned properly.
	Secondly, I will update the cleaning checklist to include all areas of the room that need to be cleaned.
	Secondly, I would encourage team-building activities to improve morale and foster a positive work environment.

	Knowing what went wrong and why during cleaning was crucial.
	Staffing shortages may have contributed as well. The housekeeping team had to clean several rooms in quickly time, which sometimes lead to missed spots.
	I devised a strategy to instruct housekeepers and update the cleaning checklist to avoid repeat instances.
	Thirdly, I will implement regular room inspections to ensure that the cleaning standards are consistently met.
	Thirdly, I would provide regular training opportunities to safeguard that everyone is up to date with the latest cleaning techniques and processes.

	To ensure clean rooms for visitors, cleaning staff were retrained, the cleaning checklist was changed, and room inspections were implemented.
	The front desk and housekeeping personnel may have miscommunicated, causing the room to be ignored during cleaning.
	I also instituted monthly room inspections to maintain housekeeping standards and visitor satisfaction.
	Fourthly, I will ensure effective communication between the front desk and housekeeping staff to ensure that rooms are not overlooked during the cleaning process.
	Fourthly, I would encourage open communication and feedback to identify any areas for improvement and to recognize good performance.

	An apology and a little gift showed that the hotel cared about its customers.
	The huge amount of people entering and going may have made staff communication difficult.
	I also informed the cleaning crew of the action plan and stressed the necessity of detail and communication to avoid repeat mishaps.
	Lastly, I will emphasize the importance of attention to detail and effective communication with all the housekeeping staff.
	Lastly, I would lead by example and set clear expectations for the team, including deadlines and performance targets.







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.

Introduction
[image: ]
A hotel is a place where guests may stay, eat, and use the amenities for an extended period of time in exchange for payment. The hotel places a premium on providing excellent service and treating guests with respect at all times. Most hotels have management or front desk employees available to assist visitors in some way. With two official letters and replies to favourable and negative evaluations, this portfolio gives a concise introduction to front-office operations (Dev et al., 2017).
	Brand Standard
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	Training Notes:
The brand standard is the level of quality the brand expects from its products, services, and atmosphere. Everyone who works in housekeeping must be aware of and dedicated to these standards so that the company's good name may be protected. Adherence to brand values in regard to things like tidiness, attention to detail and customer service is crucial (Ansah et a., 2012). The brand standard may be maintained in the housekeeping staff by following established protocols and processes, such as routinely checking and replenishing supplies in guest rooms, cleaning guest rooms and common areas, and responding immediately to guest requests. Turndown service and such things are examples of how the staff might go above and beyond expectations. If they consistently provide an experience that meets or exceeds brand standards, the team will see an increase in visitor satisfaction and loyalty (Ivanov, 2014).









	[bookmark: _Toc127197546]Initiate a Visitor Record
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	Training Notes:
Adding a new profile for a visitor may be done quickly and easily using the Profiles page. Just go to the Profiles section and choose a person at random. One may now choose the kind of guest one wish to attend one event. If one is logged in as a guest, one may access one new profile by clicking the link in the search box. There will be a pop-up box asking for the visitor's details once they click the link. Using just the visitor's surname and the appropriate greeting will suffice if one chance to be conversing with the guest at the time. If one is sent to a confirmation screen, clicking [OK] will reroute one to the search page for site visitors. The project may be finished at a later date if desired (Frye, 2012).











	[bookmark: _Toc127197547]Booking a reservation
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	Training Notes:
Consider the expected turnout and the space requirements. Most hotels provide a variety of room types—from standard to deluxe to suites—to meet the needs of their patrons. The number of rooms one needs to rent is determined by the total number of anticipated visitors, including newborns and small children. Families with small children may take advantage of many hotels' free or low-cost crib and roll-out bed rental programs. When making a reservation, make sure one knows what services and features one accommodation will have. All one needs to get started is the basic plan, which gives one access to a phone, TV, and HVAC. Determine ahead of time whether there is Internet access, newspaper delivery, and cable television in the region, and if so, how much it will cost (Mathews, 2012).







	[bookmark: _Toc127197548]Update a reservation
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	Training Notes:
Modifying one’s reservation is as easy as clicking the "Change" option on the hotel's website or calling the hotel directly. Provide the visitor with one most recent contact data, a confirmation number, and any other relevant details. In order to verify the modifications, have them send one an email. If one is not satisfied with one’s room, the front desk will let one move to another one or prolong one stay without charging one anything more (Zacarias et al., 2015). Investigate the client's decision to back out and see whether they have any plans to visit the property again. If one wants to bolster one case, one may say things like how often one stays at the hotel, how often the employer has booked rooms there, or how often one and one group have meetings there (Abad et al., 2019).
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	Training Notes:
There are several payment options presented to the visitor upon registration. Credit cards, direct billing (bill to account), cash, personal checks, traveller’s checks, and debit cards are all acceptable methods of payment. Upon checkout, the consumer should double-check the details of their selected payment method. Credit cards are the preferred method of payment for the vast majority of today's tourists and companies. Both the hotel and the cardholder benefit from the use of plastic for hotel payments. The cardholder receives immediate credit after paying off any outstanding obligations. As many business executives are often away from the office, it might be challenging to respond quickly enough to workers who need short-term financial loans (Moreo et al., 2013).
Establishing a priority system for taking credit cards is a common practice for front desks in order to improve cash flow and reduce the effect of the discount rate. In most cases, guests will use any credit card the front desk asks for without question, even if they are unaware of the special pricing. The process of accepting credit card payments is the same across the board for automated hotels. There are four main purposes served by this procedure: correct accounting for all fees and charges, verification of the real credit limit, identification of fraudulent cards, and authentication of the cardholder (Omame and Tijani, 2018).	

	[bookmark: _Toc127197550]Add a custom request section
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	Training Notes:
While making a reservation, customers should be sure to note any special requests to the front desk. Find out whether one customer has made any plans to reserve the whole restaurant for a particular occasion. The wants of guests can be more easily met with today's technology. To make things easier for hosts, there is software that can centralize both digital and analogue requests made by guests. Hotels may employ a variety of mobile applications to take customers' requests, either in person or over the phone. The computer might then forward the requests to the appropriate individuals or divisions (Sriyam, 2013).
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The purpose of this presentation is to demonstrate the critical role that the front desk plays in the efficient operation of a hotel. A hotel's, company or other establishment's front desk clerk is often the first person that customers interact with. For the benefit of visitors, they make available a wealth of useful information. Staff members in hotels should be constantly reminded that "the guest is always right" to maintain a positive customer service attitude. Given this, Hotel Trinity has to increase its training budget.
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Brand Standard

The brand standard is the level of quality the brand expects from its products,
services, and atmosphere. Everyone who works in housekeeping must be aware of
and dedicated to these standards so that the company's good name may be
protected. Adherence to brand values in regard to things like tidiness, attention to
detail and customer service is crucial (Ansah et a., 2012). The brand standard may
be maintained in the housekeeping staff by following established protocols and
processes, such as routinely checking and replenishing supplies in guest rooms,
cleaning guest rooms and common areas, and responding immediately to guest
requests. Turndown service and such things are examples of how the staff might go
above and beyond expectations. If they consistently provide an experience that
meets or exceeds brand standards, the team will see an increase in visitor
satisfaction and loyatty (vanov, 2014).
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Initiate a Visitor Record

Adding a new profile for a visitor may be done quickly and easily
using the Profiles page. Just go to the Profiles section and choose a
person at random. One may now choose the kind of guest one wish
to attend one event. If one is logged in as a guest, one may access
one new profile by clicking the link in the search box. There will be a

pop-up box asking for the visitor's details once they click the link.

Using just the visitor's surname and the appropriate greeting will
suffice if one chance to be conversing with the guest at the time. If
one is sent to a confirmation screen, clicking [OK] will reroute one to
the search page for site visitors. The project may be finished at a later
date if desired (Frye, 2012).
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Consider the expected tumout and the space requirements. Most hotels
provide a variety of room types—from standard to deluxe to suites—to meet

the needs of their patrons. The number of rooms one needs to rent is

determined by the total number of anticipated visitors, including newborns and

small children. Families with small children may take advantage of many
hotels' free or low-cost crib and roll-out bed rental programs. When making a
reservation, make sure one knows what services and features one

accommodation will have. All one needs to get started is the basic plan, which

gives one access to a phone, TV, and HVAC. Determine ahead of time
whether there is Internet access, newspaper delivery, and cable television in

the region, and if so, how muchit wil cost (Mathews, 2012).
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Update a reservation

Modifying one's reservation is as easy as clicking the "Change" option on
the hotel's website o calling the hotel directly. Provide the visitor with one
most recent contact data, a confirmation number, and any other relevant

details. In order to verify the modifications, have them send one an email

If one is not satisfied with one’s room, the front desk will let one move to

another one or prolong one stay without charging one anything more
(Zacarias et al., 2015). Investigate the client's decision to back out and
see whether they have any plans o visit the property again. If one wants
to bolster one case, one may say things like how often one stays at the
hotel, how often the employer has booked rooms there, or how often one

and one group have meetings there (Abad et al, 2019).
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Carry out a financial transaction

There are several payment options presented to the visitor upon registration
Credit cards, direct billing (bill to account), cash, personal checks, traveller's
checks, and debit cards are all acceptable methods of payment. Upon
checkout, the consumer should double-check the details of their selected
payment method. Credit cards are the preferred method of payment for the vast
majority of today's tourists and companies. Both the hotel and the cardholder
benefit from the use of plastic for hotel payments. The cardholder receives
immediate credit after paying off any outstanding obligations. As many business
executives are often away from the office, it might be challenging to respond
quickly enough to workers who need shortterm financial loans (Moreo et al.,
2013).
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Add custom request section

While making a reservation, customers should be sure to
note any special requests to the front desk. Find out
whether one customer has made any plans to reserve the
whole restaurant for a particular occasion. The wants of
guests can be more easily met with today's technology. To
make things easier for hosts, there is software that can
centralize both digital and analogue requests made by
guests. Hotels may employ a variety of mobile applications
to take customers' requests, either in person or over the
phone. The computer might then forward the requests to

the appropriate individuals or divisions (Sriyam, 2013)
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Conclusion

The purpose of this presentation is to demonstrate the critical
role that the front desk plays in the efficient operation of a hotel.
A hotel's, company or other establishment's front desk clerk is
often the first person that customers interact with. For the
benefit of visitors, they make available a wealth of useful
information. Staff members in hotels should be constantly
reminded that "the guest is always right" to maintain a positive
customer service attitude. Given this, Hotel Trinity has to

increase its training budget.
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Introduction

A hotel is a place where guests may stay, eat, and use
the amenities for an extended period of time in exchange
for payment. The hotel places a premium on providing
excellent service and treating guests with respect at all
times. Most hotels have management or front desk
employees available to assist visitors in some way. With
two official letters and replies to favourable and negative
evaluations, this portfolio gives a concise introduction to
front-office operations (Dev et al., 2017).





