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Housekeeping is the term for all the tasks necessary to keep a home or commercial property clean, organized, and usable. Housekeeping responsibilities in hotels include keeping the area as hygienic and aesthetically pleasing as possible. The housekeeping department in any hotel business makes a significant contribution to profit even though it is considered an ancillary service. In order to make sure that guests are at ease, safe, and satisfied during their stay, a hotel's housekeeping department is essential (Editorial. 2022). The simplest explanation is that patrons anticipate a tidy, welcoming setting. The housekeeping is the first thing a visitor observes. The hotel's appearance is a good indication of how it will treat its guests. This refers to the process of maintaining the appearance, comfort, cleanliness, and order of a hotel ( Perara. 2019).
Hotel housekeeping is crucial because no one wants to stay in a messy, filthy, unhygienic, or otherwise poorly maintained hotel. 
Staffing Structure for Housekeeping
The housekeeping team at the hotel is working incredibly hard. A range of levels, including managerial, supervisory, and operational, are involved in housekeeping work. Below is a general structure of the housekeeping staff (Perara. 2019).

Housekeeping Skills
Skills of the laundry
This skill enables housekeepers to wash and iron a sizable number of clothes, sheets, and towels each day. Some house cleaners will wash guests' personal items, but they will handle them delicately to protect their belongings. If you are good at your job and have good laundry skills, you can save money. You will be in charge of washing, ironing, and folding the laundry (Bennett. 2022).
Trustworthy
Once housekeeper have earned the employer's trust, they will allow housekeeper access to take care of their home. The housekeeper must need to find a way to develop a competent, trustworthy attitude if you want to be successful as a live-in housekeeper. However, even part-time hotel house cleaners and cleaners have a significant duty that requires a great deal of trust (Patel. 2021). Trustworthiness is very important skill through this the guest or employers can easily gave the room or house keys for cleanness. 
Active hearing
A housekeeper's ability to pay attention to the house manager's instructions facilitates communication. A superior housekeeper will make sure they fully understand any instructions given to them and will know when to ask for clarification or additional information. Housekeeper ability to listen and respond politely will help them advance in the housekeeping career. The employees in housekeeping must have active hearing skills and understand the verbal and nonverbal listening. With the help of this skill, every guest can easily convey his or her need to the housekeeper (Scully. 2022).
Hardworking
To keep the house clean, the housekeeper must put in time and effort. The housekeeper must have a skill to put in time and effort to maintain a clean home. If housekeeper want to be thought of as diligent, then must constantly work to keep your workspace organized. In order to win over employer, you must put in more effort at work. The housekeeper must continuously strive to keep your workspace organized if housekeeper want to come across as being diligent.
Caring
A negligent housekeeper can easily break or lose valuable items while performing the usual daily tasks. On the other hand, a considerate housekeeper will treat your possessions with the same respect as if they were their own. Because they believe their employer has the resources to replace any property they might unintentionally damage, some employees may not make an effort to save money while they are employed. The housekeeper should treat the employer's home with the same respect that would your own if the housekeeper want to demonstrate to them that you care about them.
Innovation
Housekeepers need to be creative so they can use a range of viewpoints to create new ideas and solve problems unique to their line of work. Innovation is crucial, especially in challenging jobs. You will discover practical ways to put new ideas into use at work to boost output. Innovation is very important point through this you made superior yourself from the other housekeepers and through this skill the housekeeper get more job opportunities.
Personal Qualities and Skills
The housekeeping staff is required to the skill to hold onto and keep trying to fulfil the guest's request. The housekeeping employees must be sincere and in good physical condition. The housekeeping employee should be treated each hotel guest with respect. They must behave respectfully and with poise. The housekeeping employee must have a skill to maintain moral integrity.
In short, these skills are essential and required in the housekeeping.
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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?


	
Staff not adhering to a "Do not disturb" sign


	The housekeeping staff did not respect the sigh of do not disturb. They knock the door again and again
	I said Please accept my sincere apologies for the trouble and my sincere sympathies. This problem will not happen again.
	I will give a small session of training to all the housekeepers. Moreover, told them all the etiquettes and tell them all the hotel signs. Therefore, they respect them these type of signs in future.  
	Technological advancement:
In this modern time introducing the different management apps to the employeesThrough these apps, also check the track of housekeeping employees.


	
Inconsistent Housekeeping service

	The housekeeping employee was not come on a time and hotel staff was not reply on a call.  
	Initially, I express regret. Then, address the issue and ensure that a better housekeeper will handle the guest needs in future.
	Firstly, I Discover the cause of the patchy service, identify the culprits when I identify then make strategies to overcome this problem and not happen in future. 
	Complimentary Discount and points: I will proposed the strategy where when the customer face any issue then every guest who face an issue give a complimentary discount or points on the  bill.

	

Defective electronics
	TV and hairdryer is not working properly
	I will listen to everything with a cold mind then I will say within ten minutes electrician will check and after this, if the equipment not working properly then I will change them
	In future when the house keeper prepare a room for guest I will check it first then I will give room to the guest
	Cross-promotional Strategy: the hotel managers must identify the large events thatoccur in their region. Then they give an advertisement that they cover this type of event then they may get the event reservation and earn more profit.

	

Personal item theft
	I call the housekeeper of clean the room when the housekeeper go I did not find my gold earing 
	I will avoid responding in a hostile or defensive manner. I listen carefully and assure that we will be find and I will check everything of the housekeepers.

	In future I will gave a uniform that pocket free and check them at the time of off.
	Sales strategy for guest rewards: the hotel manager must give the rewards for frequently staying and gave the rewards who recommend your hotel to their relatives and friends. When the guest gets reward then come in the hotel again and again

	

Neighbour Noise
	Due to the neighbour and neighbour pet noise I did not take proper sleep and do a proper work
	I will demonstrate that I have a personal interest in this issue and assure that it will resolve it as soon as possible
	For future the hotel will ban every type of pet
	Pets are not allowed: Make a policy and highlight that any type of pet are not allowed in the hotel mention this on website.
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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.
	
 (
TRANNING SESSION OF THE HOUSEKEEPING
 Staff
BRAND STANDARDS
HEALTH AND SAFETY PROCEDURE
)














	Training Notes:
As a floor housekeeping manager, I conduct a training session of the housekeeping and I welcome to all the employees in this session. 
Introduction
The main purpose of this session to train and polish all the employees that all of you will serve effectively and in a proper way to the guests of the hotel. In this training my primary focus on the key point that I noted in the whole month to see the housekeeping service performance and some points that I noted from the complaints of the guests of hotel. In the end day of the training you will knows yours week point and manage them you will also learn the brand standards and health and safety procedure.

	 (
PROBLEM FACED BY THE GUESTS
SIGN DO NOT DISTRUB
Inconsistent Housekeeping service
Defective electronics
)












	Training Notes:

In today’s training we will discuss when some guest ask to hang a sign of ‘DO NOT DISTRUB’ its means now one disturb them not any housekeeper ask to anything some people come the hotel for the business meeting or for the mental peace so they did not want someone disturb them. 
When some guest call for the housekeeping service it means that the housekeeper must be available within five minutes and do a proper and clean work then the guest of the hotel will happy.
When the housekeeping employee clean the room after the guest check out must check every electronic equipment that all equipment work properly as like at when they enter in the room when not work properly then tell the guest must add the cost of that equipment in the bill.

	
 (
PROBLEM FACED BY THE GUESTS
Personal item theft 
Neighbour
 Noise 
)














	Training Notes:

In today’s training, do not touch any personal item of the guest if you find out anything during the cleaning then immediately handover to the guest. If some guest lost their personal item and if I find out that item in some one of you then you must gave heavy penalty and hotel will sue him or her in the court.
Also in the training program give a session how to manage the neighbour noise when guest come and reserve a hotel room then tell all the term and condition of the hotel properly.


	



 (
BRAND STANDARDS
IMPORTANCEOF THE BRAND STANDARD
)














	Training Notes:

In this secession, discuss the brand standards and its importance. Brand standards serve as a quick-reference manual for your business and help you keep your branding consistent.  The integrity, appearance, and feel of your brand will be safeguarded by a set of standards. The only way to protect the sizable investment you have made in your brand is by establishing thorough brand standards.
Importance of brand consistency
High levels of consistency are present in successful brands. When you use a different typeface or colour scheme for each marketing campaign you run, your brand becomes less recognisable (Schueller. 2020). Your company's identity is still recognisable and consistent because of brand standards. Customers will consequently regard your brand as reliable and knowledgeable.


	
 (
IMPORTANCEOF THE BRAND STANDARD
ACHIEVEMENTS OF THE BRAND STANDARDS 
)	















	Training Notes: 

Brands are developed to appeal to consumers as well as reflect a company's values. It is just as crucial to your company as your goods or services. It is time to ensure that your brand always has the same appearance because you invested a lot of time and money in having it created. Brand standards are essential to preserving the perception that customers have of your business.
In the hotel business with the help of brand standards the business develop the identity, its value and customer attraction, with the help of brand standards the business successfully develop their typeface and customers knows their value through the brand standards. As an example the hotel where we are work together the customers knows their value, the hotel’s typeface very well  so our hotel achieved the brand standards




	
 (
To understand the brand standards more accurately explain with example
)












	Training Notes:

The Premier IN hotel is the most popular hotel in UK. This hotel is included in the list of to 10 hotels of UK. People know the hotel their colour, their logo people easily recognize their typeface this is a hotel achievement that people know very well.

	 (
Understanding the Employee Engagement Model
The Hotel Mostly used the Model 
)














	Training Notes:
Maslow's model
This model focuses on how Maslow's well-known hierarchy of needs theory and job satisfaction are related (Malceod. 2023). According to Maslow's hierarchy, which is a list of human needs arranged in a pyramid, each need must be satisfied on one level before moving on to the next. In order of lowest to highest, they are as follows:

· A roof over your head, food, water, clothing, air, and sleep
· Security and safety
· Belonging and intimacy
· Self-esteem
· Self-actualization
The hotel used these methods to manage and give different opportunities that their basic needs of their employees. When their needs are fulfil through this they perform more accurately.


	 (
HEALTH AND SAFETY PROCEDURES
Why the hotel industry follow the health and safety procedures
)














	Training Notes:
The health and safety procedure is very important in the hotel businesses. Our hotel must consider and maintain the health and safety procedure. When the employees are healthy and safe then they perform the job properly and without any fear. 

	






 (
HEALTH AND SAFETY PROCEDURES
OUR HOTEL FOLLOW THE FOLLOWING HEALTH AND SAFETY PROCEDURE
)














	Training Notes:
Our hotel prepared the health and safety policies. Like they did not hire the employee where their health are effected and provide the free medicine and free check-up facilities.
They employees have authority to report any injury or illness that are work related.
If they are affected any injury or illness that are work related then our hotel are responsible and they get responsibility to their treatment.


	
 (
CONCLUSION
)









	Training Notes:
Conclusion
In this training session all the employees learn their mistakes that they done in their last moth job. Now they are properly learn how to serve the guests and how to make them happy. They also know the brand standard the importance of brand standards, focus on the model of employees engagement learn how these models implement to make the guest’s satisfy,  and safety and procedure of the hotel so now they work without any fear.
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Floor Manager
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