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	Housekeepers mainly do the cleaning activities in the hotel or house. The housekeeping team is accounted for maintaining tidiness. The first impression of guests depends on the cleanliness or neatness of the hotel. In the Hotel, we mainly see the room cleaner, room attendants, and housekeeping assistants as housekeepers. (Housekeeping, 2022) The housekeeping team must work together efficiently and sufficiently to complete the duty on time with a high standard and high hygiene.  In the hotel industry guest satisfaction is the main key to success in the competitive market. The housekeeping team plays a vital role to meet the level of satisfaction of a hotel’s target market. (Andrus, Housekeeping and Rothman, 2021). Housekeepers’ basic duties are cleaning the room, changing bedsheets, changing all toilet accessories, cleaning the room furniture, garbage removal, etc. The main goal of a hotel time management skill is very much important for the housekeeper in the hotel. (Housekeeping and Forte 2018). Effectively managing a work schedule and doing all the activities on time can help to attend to all the guests on time which helps to create a positive impression for the hotel. Housekeepers or room attendants have to interact with the guest properly. I will emphasize on communicate with my subordinate. (Bian, 2016) Subordinate assistants will also help to work in a timely and efficient way. Hotels serve both national and international guests.  So, for a housekeeper, it is mandatory to have at least basic educational background and a good knowledge of English. (Cully, 2021) Besides the work schedule, I must have a proper routine to maintain health because I have to be capable of working under pressure, lifting heavy things, and working on the night shifts or day long. Housekeepers must have some ethical values like honesty. I will keep honest with my work and try to give my best effort for the job. (Hohney, 2022) As a housekeeper, I may know different types of confidential information about a guest or the hotel but I have to hold my tongue. A housekeeper should do the work in detail.  For example, I will clean every corner of the floor, vacuum the carpet and place all the things in a perfect place that an individual can get that easily. (Global, Majka and Majka ,2017) Guest satisfaction is the prime goal; of a hotel. Hotel management must have a storage and housekeepers or supervisors arrange all the products and equipment in for store. Every person related to maintaining the cleanliness and Hugine of a hotel should have organisational skills. After the departure of a guest, housekeepers have to clean and prepare the room in a short time so they must utilize their time management skill and organizational skill at a time. Besides these, a housekeeper must have dexterity and mechanical skill because if any guest complains, the housekeeper may solve the problem instantly. For washing and cleaning, housekeepers must have some technical skills to use all the equipment like washing machines, carpet cleaners, vacuums, floor polishers, etc. Housekeeping can be sickening and offensive sometimes because you have to trash the garbage and lean up blood and vomit. A strong stomach to adapt to these kinds of smells may need for this task. (Haffling, 2021) Housekeeping may sometime not be suitable in the context of health conditions. For Example, I work in a Radisson hotel or resort, and every day I have to clean a lot of things and dust. If I got seasonal flu or I have a dust allergy, then this task will be difficult for me or seasonal flu can be spread out to other staff. Effective management uses technological advancement in different types of a large organisations. For Example, InterContinental London Park uses walkie talkie for maintenance. It usually uses managers and supervisors. But housekeepers also need to understand the instruction of the supervisor. Housekeeper’s other most important soft skill is patience. Their tolerance level must be very high. In a large hotel, the number of housekeepers is a huge amount so they can work on a shift basis or alternate basis but in a small or medium hotel, there are a limited number of housekeepers so they have to work on duty for a long-time basis or all day long.  Housekeepers cannot do work perfectly all time, they also do mistakes. For the mistakes, they also have to tolerate grumbling from the immediate subordinate or supervisor. 
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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?

	
Embarrassment

	If the room is not clean there will be dirt, garbage, uncleaned clothes, etc which may embarrass the guests. The staff may have quality control issues that they did not maintain for the room
	As a team leader, Firstly I have to apologize to the guests and ask them to give us some time to clean the room
	I will prefer to use a technology system that can automatically notify the housekeeping staff after departure and before the guest's arrival.
	I will suggest participating the staff in a training program

	
Unpleasant impression

	The staff may lack convincing power they can instantly clean the room and apologise to the guest instantly

	I will understand the guest’s situation and talk with them properly. I will calm down them with some complimentary drinks or any pleasant service
	Mistakes can happen but the main focus for this problem is to solve it quickly and convince the guests.

	I will motivate them to be energetic every person so that they always communicate with guests

	

Dissatisfaction
	Guests' dissatisfaction may lead to negative reviews or ratings which can impact the Hotel’s reputation. For that floor of the hotel, it can happen that there were new staff or fewer experienced staff. So, they cannot maintain the time and complete cleaning of the room.
	I will know what is the primary issue for this kind of problem and who was working that day on that floor. I will identify if is there any problem with that floor’s staff like lack of training, sickness, or else.

	When guest will depart from the hotel, I will ask for feedback and make them feel that we are bothered about them. That was just a mistake
	To clarify each person's role and teach them to communicate with the context

	
Time waste

	For the uncleaned room guest have to wait in the lobby which is quite a time-killing. This can happen for the lack of availability of the staff. Unsystematic management of staff can arise this kind of problem
	If possible, I will arrange another clean room with the same feature that the guest booked.

	I will motivate the staff to become proactive workers and give them a warning to not do this further
	Instructing the guests must follow up with the guest that what they want. follow-up further

	
Ignorance

	If the room is not clean for the guest that means the staff ignores the issue of making ready the room for the guest. There will be a lack of communication among staff they don’t know that the room is uncleaned
	I will concentrate on the issue that why they are not informed that guests will be arriving.
	I will ask management to concentrate on arranging a training program. 

	If there is a major issue of communication between staff and management, I will inform the management to arrange a training program. 





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.

	
Proper maintenance of cleaning supplies  
· Basic knowledge of the uses of different cleaning detergents or chemicals.
· Sufficient amount of storage for all the products (Palmer, 2019)
· Must follow a cleaning procedure which will help to complete all the tasks sequence-wise. (Gulati,2020)
· Must follow guest's demand and request on cleanliness if needed






	Training Notes:
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Guest Supplies and Equipment maintenance
· Make sure guests have all the important supplies as towels, toiletries
· Make sure guests have all the food items that the hotel serves in the room like water, coffee or tea sachet, sugar, milk, chocolate, cookies etc (Kech, 2019)
· Make sure all the equipment is running smoothly in the guest room like a geyser, hair dryer, electric kettle, air conditioner, lights etc.
· We should ask or look into guests’ special requirements like an extra pillow, blanket or any equipment that is not running smoothly. ( Diblik 2014)



	Training Notes:
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	Monitoring
· There will be a monitoring team to monitor all the staff’s activity and responsibilities (Kerzner, 2017)
· The monitoring team will always provide updated information to the staff
· During duty, housekeeping staff can inform the monitoring team if there is any problem or accident
· If needed they can train a housekeeping staff about running equipment or any problem


	Training Notes:
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	Time Management and Communication
The incident occurred for the lack of time management and communication so It is the more significant segment.
· Maintain the schedule of work and must manage time effectively
· Communicate with the team leader about any issues (Stevenson, 2017)
· Inform issue If any staff became sick
· The housekeeper should listen to the instruction from the leader and keep the request of the guest. If any staff don’t follow these, they will give a penalty. (Bovee, Bovée and Thill (2014)


	Training Notes:
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	Trash and Waste Disposal
· Use a waste contractor 
· Recycling will be the best option to save the environment (Books, 2021)


	Training Notes:
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Health and Safety Procedure 
· All employees must be updated about health and safety issues.
· Housekeepers must have the proper knowledge about the accidents of all equipment (Foster and Barnetson, 2016)
· Must give the basic knowledge of first aid because, in case of an accident, staff can use this knowledge initially
· Must use an apron, gloves, and head cap when they work with any chemical material. 




	Training Notes:
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