	
	
	



	

[image: ]

Component One:
What are the key skills required when working in the housekeeping team? 750 words (+/- 10%)
 
 
Contribution to Overall Module Assessment: 25%
	Student No:
	2126723 
	 

	
	 
Module Title:
	Hotel Placement - Operating Hotel Facilities 

	 

	
	Module Code:
	(BMIH4006)
	 

	
	Lecturer:
	Lisa Bassler 
	 

	
	 
	 
	 

	 
 
Housekeeping is a critical component of the hospitality industry, particularly in the hotel sector. It is responsible for ensuring that guest rooms and common areas are clean, tidy, and well-maintained to provide guests with a comfortable and pleasant experience during their stay. (McDonald, 2000)
A hotel's housekeeping department typically consists of a group of trained professionals who are tasked with cleaning the guest accommodations, public spaces, and back-of-house areas of the establishment. The team typically consists of room attendants, housekeeping supervisors, and linen attendants. (Lee, M. S., & Lee, S. 2017)
During my hotel placement, I've been learning about the key skills required to work effectively in a housekeeping team. This topic has been especially enlightening. As a student, I am anxious to acquire the knowledge and skills necessary to excel in the hospitality industry. 
The first key skill I learned about is attention to detail. Housekeeping staff are responsible for ensuring that guest rooms are clean, tidy, and well-stocked with amenities. This requires a keen eye for detail, as even the smallest oversight can result in an unsatisfactory guest experience. As such, housekeeping staff must be meticulous in their work, paying close attention to every aspect of the room, from the bedding to the bathroom fixtures. 
The second key skill is time management. Time is of the essence in a hotel, and housekeeping personnel must be able to work swiftly and efficiently while maintaining a high standard of quality. This requires excellent time management skills, including the ability to prioritize tasks, work to a schedule, and stay organized. (Shahnavazie et al2015)
The third key skill is communication. Housekeeping staff must be able to communicate effectively with their colleagues and with other departments, such as front desk staff and maintenance personnel. This includes being able to listen actively, speak clearly, and write effectively. Good communication skills help to ensure that all team members are working towards the same goals and that guest needs are being met in a timely and efficient manner. 
The fourth key skill is physical stamina. Housekeeping work can be physically demanding, requiring staff to be on their feet for long periods, lift heavy objects, and perform repetitive tasks. This requires a good level of physical fitness, as well as the ability to work at a steady pace without getting fatigued or injured. (Makoni, R. M., & Iyawa, A. B. 2010)
The fifth key skill is flexibility. Housekeeping staff must be able to adapt to changing circumstances, such as unexpected guest requests or changes in the cleaning schedule. This requires a flexible mindset, as well as the ability to think on one's feet and make decisions quickly. 
Overall, I have learned that working in a housekeeping team requires a diverse range of skills, from attention to detail to physical stamina. To be effective in this role, it is essential to be able to manage time effectively, communicate clearly, and work collaboratively with other team members. (Hassan, et al 2018)
 As a student, I am committed to developing these skills through both academic study and practical experience. 
One of the key takeaways for me from this learning experience is the importance of being a team player. Housekeeping staff works closely with other departments, such as maintenance and front desk staff, to ensure that guests have a comfortable and enjoyable stay. By being a team player, I can contribute to the success of the team and help to create a positive guest experience. 
Another key to learning for me is the importance of maintaining a positive attitude. Housekeeping work can be challenging and demanding, but a positive attitude can help to overcome any difficulties and make the work more enjoyable. By maintaining a positive attitude, I can help to create a positive work environment and contribute to the success of the team. 
In conclusion, the key skills required when working in a housekeeping team are diverse and demanding, but with the right training and attitude, anyone can excel in this role. I am excited to continue learning about the hospitality industry and developing my skills and knowledge in this area. 
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – You have just been promoted to the 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?
 

	 One room had not been properly cleaned
	 Most likely human error
	I will apologize to the guest and assure them that the issue will be resolved promptly
	I will implement a thorough room inspection process to ensure that all rooms are cleaned to the highest standards before being made available to guests.  
	 I will develop a clear and concise set of job responsibilities and expectations for all team members.  

	 
 
 
	 Possible staff shortage
	 I will investigate the situation to determine the cause of the problem. Speak with the housekeeping staff and inspect the room to assess the level of cleanliness.  
	I will provide ongoing training to housekeeping staff on the importance of cleanliness and how to properly clean all areas of the room.  
	 I will provide regular training and development opportunities to ensure that team members have the skills and knowledge necessary to perform their jobs effectively

	 
 
 
	 
	 If the problem was due to human error which is more likely, I will provide additional training to the staff on proper cleaning procedures.  
	I will develop a system for tracking and monitoring guest feedback to quickly identify and resolve any issues that may arise.  
	 I will foster a culture of open communication and collaboration among team members to encourage sharing of ideas and best practices

	 
 
 
	 
	 We will offer the guest a complimentary room upgrade or a discount on their stay as a gesture of goodwill
	 
	 I will implement a performance management system that rewards team members for meeting or exceeding expectations and provides support and coaching to those who need improvement.  

	 
 
 
	 
	 After the problem has been fixed, we are going to speak with the customer again to make sure that they are pleased with the way things turned out.  
	 
	 


 


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: Introduction: As the floor housekeeping manager, it is crucial to ensure that the housekeeping team is trained and motivated to deliver exceptional service to guests while maintaining Hotel Trinity’s brand standards and following Health and Safety procedures. Recent guest complaints have highlighted the need for improving our performance, and this presentation aims to provide a basic training guide for housekeeping staff
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	Training Notes: Cleaning Standards:
To maintain brand standards, it is essential to follow a detailed cleaning checklist for each room. The cleaning checklist should include all necessary tasks, such as dusting, vacuuming, and cleaning surfaces, along with the expected standard for each task. To ensure that cleaning standards are being met, it is essential to conduct regular inspections and spot-checks. Training sessions can be held to reinforce the importance of cleaning standards and demonstrate how to achieve them.
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	Training Notes: Health and Safety:
Health and Safety is a critical aspect of housekeeping work. Housekeeping staff is often exposed to hazardous materials such as cleaning chemicals, so it is crucial to ensure that proper personal protective equipment (PPE) is provided and used correctly. Housekeeping staff should also receive training on how to identify and minimize Health and Safety risks in the workplace. The hotel's Health and Safety policies and procedures will be communicated clearly to all staff, and regular training sessions will be conducted to ensure that staff members are aware of any changes or updates.


	 
 

	Training Notes: 
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	Training Notes: Communication:
Effective communication between housekeeping staff and other departments such as front desk and maintenance is essential for ensuring that guest requests and complaints are handled promptly and efficiently. Housekeeping staff should receive training on how to communicate effectively with colleagues and guests. Communication channels such as radios, intercoms, or mobile devices should be used to ensure that housekeeping staff can respond quickly to guest requests and complaints.
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	Training Notes: Time Management:
Time is of the importance in a hotel, so the cleaning staff must have the ability to work swiftly and effectively while still delivering excellent service. Excellent time management skills are needed for this, including the capacity to select duties, adhere to a timetable, and maintain organisation.
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	Training Notes: Flexibility:
The housekeeping personnel must be able to adapt to shifting conditions, such as unanticipated visitor requests or alterations to the cleaning schedule. This requires a flexible perspective, as well as rapid thinking and decision-making abilities.
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	Training Notes: Attention to details:
The housekeeping personnel is responsible for maintaining spotless, orderly, and well-stocked guest rooms. Even the slightest error can result in an unsatisfactory visitor experience. Therefore, the housekeeping personnel must be meticulous in their work, paying close attention to all aspects of the room, from the linens to the restroom fixtures.
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	Training Notes: Employee Engagement:
Employee engagement is crucial for ensuring that housekeeping staff is motivated and committed to delivering exceptional service. An employee engagement model should be established that includes regular communication, recognition, and training. This model can be based on industry best practices and adapted to fit the hotel's culture and values. Regular team meetings can be held to discuss any issues or concerns and to provide feedback and recognition for good performance.
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	Training Notes: Conclusion:
The work of housekeeping can be difficult and demanding, but a positive attitude can help to surmount obstacles and make the work more delightful. By preserving a positive attitude, one can contribute to the success of the team and help create a positive work environment.
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