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What are the key skills required when working in the housekeeping team? 750 words (+/- 10%)
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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?


	Stained or unclean bedsheets/towels

	There was a short amount of time between the check out of the last guest and the check in of the new guest
	Take the sheets and replace them with fresh, clean, new ones
	Make sure that each room is ready for new guests quickly and not give rooms if they’re not prepared  
	Ensure there are enough housekeepers to organise the rooms and quick, efficient dry-cleaning 

	The carpet and/or floor is not presentable


	By the time it took to book someone into the room again, the floor must have collected particles 
	Hoover the floor and make sure next time to check before leaving the room
	A way some particles could have entered the room is by ventilation, next time clean dust from vents or shut windows 
	Having daily checks of rooms and cleaning what needs to be changed 

	The bathroom isn’t stocked


	It was not checked properly and not fully ready for the guests
	Restock the toiletries and essentials for the client’s stay
	The housekeepers checking the bathroom every they are in the room
	When restocking, place extras so if it is forgotten to restock, there is a few available

	A lightbulb has stopped working or there is no light at all
	Normally, the cleaning occurs during the day so the lights aren’t used.
	Replace the lightbulb before the sun sets


	Turing the lights on to ensure they don’t need changing and asking past clients 
	Having checks every so often on the lights in every room

	If guests request something but aren’t practised 


	Little to no time to fulfil the request
	Make sure their expectations are met and apologise for any inconvenience
	If something is asked, making sure that is the main priority
	Making sure there is extra time to do the task and not accepting offers you can’t achieve




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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