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Housekeeping plays a major role in cleaning a hotel and reporting any safety issues to the manager in charge. As per the view of Tra (2020), various skills are required for housekeeping jobs such as time management skills, attention skills, communication skills in order to conduct responsibility effectively. Some required skills for working in a housekeeping team are as follows-
Time management skills
Housekeepers mainly work in a small group and it is required for them to complete the task in a specified time. Time management skill is an important factor for housekeepers as this helps in proper scheduling of tasks. Housekeepers have to focus on time manager skills for cleaning appointments and reporting safety hazards to managers on proper time. Thus time management skill is an important consideration for housekeepers in order to work in a housekeeping team.  
Attention on details
It is important for housekeepers to pay attention in detail to a task as this helps to increase effectiveness. Moreover, this skill is required for housekeepers to organise tasks such as organising household objectives, cleaning floor and windows. It is essential for housekeepers to focus on detail view on minor things in the time of cleaning to satisfy guests in a hotel. 
Communication skill
Communication skills are important for housekeepers to work in a team. This skill is also required for housekeepers as they have to interact with guests, managers and team members on a daily basis and without effective communication the work can be hampered. As per the view of Kalogiannidis (2020), effective communication skill is an important consideration for people as this helps to maintain good relationships and also improves performance level. Moreover, it is important for housekeepers to communicate with team members in an effective manner to get sufficient support and help which can smoothen the working condition. Communication skill is important for housekeepers to interact with guests politely to provide them better service. 
Interpersonal skill
Interpersonal skill is essential for housekeepers to make effective collaboration with guests and team members. As per the view of Thielsch et al. (2021), interpersonal skills provide benefits to people such as setting a positive mindset and mitigating conflict in a team. Managers and other hotel staff want interpersonal skills among housekeepers such as dependability, collaboration ability and accountability. Interpersonal skills among housekeepers help them to follow certain instructions appropriately and properly enquiry in the time of hazardous situations. Interpersonal skills also help housekeepers to listen in a careful manner which can make advancement in the future. 
Flexibility 
Housekeepers have to be flexible as they have to work on various schedules at different times of the day. Sometimes, housekeepers have to come in working very early in the morning and also need to wait late at night. Flexibility skills can increase engagement towards working which might reduce boredness. Therefore, flexibility skills can make housekeepers' work easy and this also increases their productivity.
Customer service skill
Effectue customer service ability is an important skill for a housekeeper which also helps to achieve success in their professional life. As per the view of Lee and Lee (2020), effective customer service helps to improve a business and also provides opportunity for career growth. Customer service ability is an important skill for housekeepers as their work is based on the approval of customers. Moreover, this skill helps to make happier customers which are an important consideration for housekeepers to get success in future. Customer service skills also increase dedication towards work among housekeepers which is beneficial for both them and the business.   
Honesty
Honesty is also an important skill for housekeepers as this helps to increase responsibility among them. Moreover, honesty is also required for increasing trust among team members and providing effective service to guests. Housekeepers have to take responsibility for their mistakes which contribute to achieving success in the future. Honesty can also improve working conditions which results in enhancement of the performance level of housekeepers. 
Effective planning skill
Planning skill is crucial for housekeepers to record tasks, time and place of each job. As per the view of Kabeyi (2019), planning helps to complete a task on a specified time and also provides opportunity to prioritise tasks. This skill is beneficial for housekeepers as this increases engagement towards tasks and also effective for avoiding conflict with team members. Effective planning skills can be helpful for housekeepers to provide appropriate service to guests according to their needs and meeting of team members’ requirements.         
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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?


	
Unclear room 


	This problem has been raised due to laziness of housekeepers. A proper clear room is important for hotels as this helps to make happier customers and increase retention of potential clients (Lemy et al. 2019). Unclear rooms can reduce the satisfaction level among guests.  

	It is important to make aware of this problem to every housekeeper of a team. Moreover, it can be ordered to clean each room effectively as a team leader. 

	It is crucial to provide awareness about the consequences of an unclear room and have to tell housekeepers that this type of problem can decrease satisfaction level among guests. It also can tell them that this type of issue in the future might not be good for them and the hotel. 

	The team leader can increase diversity in the team to improve effectiveness as this can enhance performance and productivity of each housekeeper. 


	

Foul smells within hotel rooms

	This issue occurs as the housekeepers are not working properly to clean the bedsheets of the room and often keep the doors of the room open which brings the outside humidity stuck at home. This causes the hotel room to smell bad. As opined by Choi (2019), fresh air within a hotel room creates a good impression on the guests. Stale smells aligned with humid air puts a negative impression on the guests. 
	The housekeepers need to change bed sheets as soon as a guest leaves the room. The doors of the rooms need to be closed and using air fresheners before the arrival of the guests will enhance the smell and satisfy the guests. 

	Training needs to be given to the housekeepers regarding how to keep the rooms clean and along with that the team leader has to provide awareness to the housekeeper, and check the rooms prior to the arrival of the guests. 

	PTAC along with an open damper as well as the two-stage system associated with PTAC can be used to clean the odour of the room. 


	
Damaged electronic within the hotel room

	The housekeepers do not check the gadgets while cleaning the hotel rooms, which poses a serious challenge as the guests face trouble when the ac or the television does not work properly. As mentioned by Rawal et al. (2020), checking all the items in the hotel room is essential prior to the arrival of guests.

	It is needed to instruct the housekeepers that after cleaning the rooms, they have to check all the gadgets within the hotel room. The team leader has to check whether the housekeepers are working properly or not. 

	The housekeepers need to be aware that in case the gadgets do not work properly, this will negatively impact the satisfaction of guests. Hence, everything within the hotel room needs to be checked properly. 

	When the booking of a hotel room is done, it is essential to check all the electronic gadgets as well as check whether the wi-fi is working properly. 


	

Unclear bathroom

	The housekeepers due to the shortage of time fail to gather hairs from the tub and clean the wash basins that also remain dirty. Delays in the check-out of previous guests and the early check-in of the later guest give the housekeeper very little time to change bedsheets and clean the rooms properly. Besides, the housekeepers also fail to recollect the wet towels that were there in the bathroom and used by the previous guests of the room. 

	After the check-out of the previous guest, the rooms, especially the toilets, and bathrooms need to be cleaned properly. As opined by Park et al. (2019), training on cleanliness needs to be given to housekeepers. A list of things that need to be cleaned should be given to the housekeepers that will help them to clean the rooms properly. 

	Before the cleaning of the rooms and final checking done by the team leader, no entrance of the later guest will be allowed to the room. The schedule of the guests should be done accurately where after the check-out of the previous guest, there should have been at least 4 hours in hand to clean the room. 

	A list of tasks should be given to the team members and the tasks will be delegated to each member that can accelerate the learning process of the hotel rooms. 


	

Lack of amenities
	Housekeepers fail to check the amenities such as extra bedding blanket that makes the guest face trouble. 
	The amenities should be checked properly to address the hot water availability, and blankets. 
	Team leader needs to check the room before allotting it to next guest. 
	Guest’s preferences should be acknowledged to understand their requirements. 




Component Three:
Contribution to Overall Module Assessment: 50%
Yourtaskistocreateandprepareapresentationfollowing 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.

	








	Training Notes: 
Basic training regarding strategic team scheduling is effective for a hotel to increase scope of working among housekeepers. As per the view of Iranmanesh et al. (2019), training regarding scheduling is helpful for understanding business culture and demands of customers in terms of housekeeping service. Moreover, this type of training might be helpful for better communication and interaction with guests by which problem can be mitigated. This also provides an idea to all housekeepers in a team that cleaning is an important duty for them.   


	




	Training Notes:

It is important to increase soft skills by appropriate training for providing better service to guests. As per the view of Mahafzah et al. (2020), soft skills help to make a better connection with guests which makes customers happy and satisfied. This type of training might also be effective for housekeepers as this helps to improve team working and thinking ability. Moreover, this also helps to increase communication ability by which housekeepers can solve the problems of guests. 


	




	Training Notes:
This type of training program is effective for housekeepers as this helps to increase confidence level. As per the view of Al-Omari et al. (2020), a good confidence level increases the ability of employees to provide better and satisfied customers’ service. Moreover, this type of training might be effective for reducing the time gap between tasks which helps to provide proper service and solving clients' problems. 


	


	Training Notes:
Training regarding maintaining a good and long term relationship with guests might be effective for housekeepers to solve their problems and complain. As per the view of Karunarathna (2020), completing cleaning and processing invoices are important considerations for housekeepers to mitigate issues and complaints of clients. Moreover, this type of training is also beneficial for understanding clients’ needs and this can reduce the extent of complaint. Housekeepers might easily understand the process by which they provide better housekeeping service to guests. 


	




	Training Notes:
Reinforcement training tools can be used as this helps in evaluation of performance of housekeepers and according to this ability can be increased through training. As per the view of Jumady and Lilla (2021), reinforcement training tools are effective for meeting employees’ needs and provide motivation towards tasks. Guests can provide detailed feedback about the performance of all housekeepers by which their ability and productivity can be improved.   

	



	



	Training Notes:
This type of training might be effective for increasing patience along housekeepers while performing their tasks. As per the view of Kabeyi (2019), planning is effective for employees to prioritise tasks and complete all jobs in a specific timeline. This training will provide guidance to housekeepers about creation of a plan by which they can avoid mistakes and reduce complaints from guests. Housekeepers also can get essential information from clients regarding their requirements and can provide effective service. 


	





	Training Notes:
Increasing open mindedness is an important consideration for a training program as this helps to enhance productivity of housekeepers. As per the view of Smids et al. (2020), to be open mindedness helps in personal growth and provides opportunity to learn new things. Moreover, this training can increase consistency of work among housekeepers which helps to reduce customers’ problems and compliance.   


	




	Training Notes:
Enhancement of awareness about brand standards is important for housekeepers as this helps to improve their performance level. As per the view of Noviana (2021), maintaining brand standards retains more potential customers and also increases customers’ loyalty and satisfaction. This type of training can increase capability and responsibility among housekeepers which helps to avoid further mistakes. This can also increase team working ability among all housekeepers.  


	



	Training Notes:
Health and safety procedures are an important part of housekeepers’ training as this helps to increase problem solving ability among them. As per the view of AM (2021), health and safety training helps housekeepers to retain information regarding hazards and can take appropriate methods for elimination of complexity. This type of training is also effective for reducing health and safety complaints and issues among guests. 


	



	Training Notes:
Training regarding maintaining communication among team members is essential as this can reduce conflict and increase productivity. As per the view of Kalogiannidis (2020), effective communication helps to improve relationships among people and also enhances trust among them. Housekeepers can solve clients' problems collectively if they have a good communication level. Housekeepers can also make good communication with guests which might make it easy for them to handle complex situations and mitigate problems.  
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Basic training regarding strategic team scheduling is effective for a hotel to increase scope of working among housekeepers. As per the view of Iranmanesh et al. (2019), training regarding scheduling is helpful for understanding business culture and demands of customers in terms of housekeeping service. Moreover, this type of training might be helpful for better communication and interaction with guests by which problem can be mitigated. This also provides an idea to all housekeepers in a team that cleaning is an important duty for them.   
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It is important to increase soft skills by appropriate training for providing better service to guests. As per the view of Mahafzah et al. (2020), soft skills help to make a better connection with guests which makes customers happy and satisfied. This type of training might also be effective for housekeepers as this helps to improve team working and thinking ability. Moreover, this also helps to increase communication ability by which housekeepers can solve the problems of guests.
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Enhancement of ability and capability to provide better customer service by training 

Increasing confidence level among housekeepers

Make habits to answers guests questions regarding cleaning and safety 







This type of training program is effective for housekeepers as this helps to increase confidence level. As per the view of Al-Omari et al. (2020), a good confidence level increases the ability of employees to provide better and satisfied customers’ service. Moreover, this type of training might be effective for reducing the time gap between tasks which helps to provide proper service and solving clients' problems. 
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Training to housekeepers for building long-term relationship with guests

Training to increase awareness about using various tools for clawing procedures 

Encouraging team of housekeepers to make effective communication with guests









Training regarding maintaining a good and long term relationship with guests might be effective for housekeepers to solve their problems and complain. As per the view of Karunarathna (2020), completing cleaning and processing invoices are important considerations for housekeepers to mitigate issues and complaints of clients. Moreover, this type of training is also beneficial for understanding clients’ needs and this can reduce the extent of complaint. Housekeepers might easily understand the process by which they provide better housekeeping service to guests. 
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Reinforcement training tools can be used as this helps in evaluation of performance of housekeepers and according to this ability can be increased through training. As per the view of Jumady and Lilla (2021), reinforcement training tools are effective for meeting employees’ needs and provide motivation towards tasks. Guests can provide detailed feedback about the performance of all housekeepers by which their ability and productivity can be improved.   
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Helps housekeeper to make plan for potential problem through training

This helps housekeeper to avoid mistakes

This training is going to be provided to maintain safety of employees and belongings of guests







This type of training might be effective for increasing patience along housekeepers while performing their tasks. As per the view of Kabeyi (2019), planning is effective for employees to prioritise tasks and complete all jobs in a specific timeline. This training will provide guidance to housekeepers about creation of a plan by which they can avoid mistakes and reduce complaints from guests. Housekeepers also can get essential information from clients regarding their requirements and can provide effective service. 
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Increasing open mindedness is an important consideration for a training program as this helps to enhance productivity of housekeepers. As per the view of Smids et al. (2020), to be open mindedness helps in personal growth and provides opportunity to learn new things. Moreover, this training can increase consistency of work among housekeepers which helps to reduce customers’ problems and compliance.   
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Training will be provided to increase awareness regarding brand standard among housekeepers

This can improve housekeepers’ responsibility towards work

This training is also effective for housekeepers as the training helps to avoid mistakes







Enhancement of awareness about brand standards is important for housekeepers as this helps to improve their performance level. As per the view of Noviana (2021), maintaining brand standards retains more potential customers and also increases customers’ loyalty and satisfaction. This type of training can increase capability and responsibility among housekeepers which helps to avoid further mistakes. This can also increase team working ability among all housekeepers.  
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Training will be provided to housekeepers for maintaining health and safety procedures in hotel

This training also will provide awareness about benefits of using personal protective equipment

The training will increase awareness of the environment and guests’ safety 







Health and safety procedures are an important part of housekeepers’ training as this helps to increase problem solving ability among them. As per the view of AM (2021), health and safety training helps housekeepers to retain information regarding hazards and can take appropriate methods for elimination of complexity. This type of training is also effective for reducing health and safety complaints and issues among guests. 
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Training regarding maintaining communication among team members is essential as this can reduce conflict and increase productivity. As per the view of Kalogiannidis (2020), effective communication helps to improve relationships among people and also enhances trust among them. Housekeepers can solve clients' problems collectively if they have a good communication level. Housekeepers can also make good communication with guests which might make it easy for them to handle complex situations and mitigate problems.  
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