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Attention to Detail: Attention to detail is one of the most important skills for working on a housekeeping team. Housekeepers are accountable for the cleanliness and overall appearance of a building or area, which necessitates a keen eye for detail (Singh, 2019). This includes noticing and correcting minor stains or other flaws in the environment. Furthermore, housekeepers must be able to identify and address potential hazards such as uneven flooring, problems with basic amenities, and issues with essential services. This ability is critical for ensuring the safety and well-being of guests and staff. Housekeepers are in charge of inspecting guest rooms and common areas to ensure they meet the hotel's cleanliness and appearance standards. This includes ensuring that all surfaces are clean, linens are fresh and properly folded, and that all amenities are operational (Hodril and Suryanto, 2022). Detail-oriented thinking is also essential for ensuring the safety and well-being of guests and staff. This includes making sure all fire exits are clear and unobstructed, identifying and reporting any potential hazards, and making sure all emergency equipment is operational.
Time Management: Housekeepers frequently have a large number of tasks to complete in a short period. As a result, time management is an essential skill for members of a housekeeping team. This includes the ability to prioritise tasks, manage multiple tasks simultaneously, and meet deadlines (Jubaedah et al., 2022). Quality time-management skills are required to ensure that the housekeeping team completes all of their tasks in a timely and effective manner. This is necessary to ensure that guest rooms are cleaned and prepared on time, and that common areas are cleaned and maintained throughout the day. Time management skills are also important in maintaining the flow of work and ensuring the smooth operation of the housekeeping department. Handling so many works is not an easy task to achieve and pressure can overwhelm any person working for that many hours (Choy et al., 2021). This is why it is one of the most important skills that any housekeeper should have that will make them a highly valuable employee under the company.
Physical stamina: Housekeeping work can be physically demanding due to the amount of standing, walking, and bending required. As a result, physical stamina is an essential skill for working on a housekeeping team. Housekeepers must be able to work for long periods as well as lift and move heavy objects. This ability is necessary to ensure that housekeepers can complete their tasks without becoming exhausted or injured (Pai et al., 2020). Housekeepers must also be able to lift and move heavy objects such as vacuums and laundry carts without pain or injury. Maintaining physical stamina is also important for ensuring that housekeepers can respond to guest requests and emergencies quickly and effectively.
Communication: Housekeeping work frequently involves interacting with guests and other members of the staff. As a result, communication skills are essential for working on a housekeeping team. Housekeepers must communicate effectively with guests, supervisors and other team members (Ali and Jaswal, 2022). This includes understanding and responding to guest requests, as well as effectively communicating with other members of the housekeeping team. Housekeepers must also be able to communicate with other members of the housekeeping team as well as with other departments such as front desk and maintenance. Good communication skills are required to ensure that the housekeeping department runs smoothly and that guests are satisfied. This is crucial, as it has drastic outcome for the hotel business (Sever, 2019). The people who are staying in that hotel wants to get the best possible service for the price they are paying and housekeepers with their strong communication skills can understand the needs of their customers and respond well with quality work.
Multi tasking: Housekeepers must frequently manage multiple tasks and responsibilities at the same time. As a result, organisational skills are essential for working on a housekeeping team. This includes the ability to keep track of supplies and inventory, as well as the ability to plan and coordinate tasks effectively. Strong organisational abilities are required to ensure that the housekeeping team operates efficiently and effectively (Dalimunthe et al., 2019). Strong organisational skills are required to ensure that the housekeeping department runs smoothly and efficiently. Housekeepers must also be adaptable to changing situations, such as unexpected guest requests or schedule changes. Good multitasking skills are required to ensure that all tasks are completed in a timely and efficient manner while maintaining guest satisfaction.
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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?


	The room was not cleaned to the standard as expected by the guest.


	The housekeeping team have not been paying close enough attention to the details of their work, such as ensuring all surfaces are cleaned and polished, or that all amenities are replenished.

	Apologise to the guest for the inconvenience and take action to rectify the issue as soon as possible, as this will save hassle later down the line. The quick action will also gain a positive outlook for the guests.

	Implement regular inspections of guest rooms to ensure that they are cleaned to the standard that is maintained by the hotel authority. This is crucial so that the protocols are maintained and the procedures are remembered by the teams.
	Implement regular team meetings to discuss current issues and plans so that the improvements can be made in a timely manner.


	The room was not cleaned on time, resulting in the guest arriving to an unclean room (Wai Chun and CC Shih, 2022). 


	The housekeeping team have not been following the hotel's brand standards for cleanliness and appearance, which can result in guest dissatisfaction (Weis and Rosendale, 2019).

	Conduct an investigation to determine the cause of the problem and identify any potential issues with the cleaning process, which will enable the team to figure out the required training procedure that will solve the issue in the future.
	Improve communication between cleaning staff and management to ensure that any issues or problems are reported in a timely manner so that it does not create any further issue down the line (Bhatnagar and Dheeraj, 2019).
	Provide regular training and development opportunities for staff to improve their skills and knowledge.


	The guest's personal belongings were not handled properly during the cleaning procedures. 



	The housekeeping team have not been completing cleaning and maintenance tasks in a timely manner, which can result in guest dissatisfaction and negative reviews.

	Address any immediate concerns of the guest, such as providing them with a cleaned room such that it allows the hotel staffs to have proper outlook required for the quality maintenance rating for the hotel.
	Develop a training program for cleaning staff to ensure that they are properly trained in cleaning techniques and guest service, as it is should be a standard procedure that every staff is accustomed with so that they can do it within the timeframe to avoid.
	Create a system for staff recognition and rewards for outstanding performance, as this will motivate the staff to do better.


	The guest's specific requests for cleaning were not fulfilled.



	The team have not received proper training or supervision on cleaning techniques, brand standards, or safety procedures.

	Take corrective action to address any issues identified during the investigation procedure, as that will help the team to take actions proactively in the near future (Floričić and Pauletić, 2020).
	Implement a system for tracking guest requests and ensuring that they are fulfilled in a timely manner. That will help tremendously by reducing the time taken to do those procedures, as the staff will be able to do it effectively and efficiently.
	Encourage open communication and feedback within the team, as that will create a learning atmosphere, from which everyone can learn.


	The cleaning staff failed to address any issues regarding the room to management, which resulted in an overall poor customer service from the hotel’s part.
	The housekeeping team have not been keeping track of inventory levels, resulting in running out of cleaning supplies and equipment during cleaning.
	Follow up with the guest to ensure that their concerns were resolved so that they can continue to have positive experience throughout their stay. This will also help improve the team’s morale, as the customers become relieved.
	Regularly review and update the cleaning processes to ensure that they are effective and efficient, as that will allow the team to improve on their work.
	Implement a system for tracking and monitoring team performance and addressing any areas of improvement, as that will directly improve the quality and the performance of the teams (Jubaedah et al., 2021).




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: 

The training's main goal is to improve the performance of the housekeeping team. The training is designed to ensure that the team can follow brand standards and safety procedures in their daily work. This will help to maintain a high level of cleanliness and safety in the facility, ensuring a positive experience for guests (Israel, 2022). The training will cover a variety of topics, including proper cleaning techniques, equipment use and adherence to safety protocols. By the end of the training, the housekeeping team will have acquired the knowledge and skills required to carry out their duties effectively and meet the expectations of the guests.
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	Training Notes:
Maintaining brand standards is critical in order to provide guests with a consistent and high-quality experience. Guests expect a certain level of cleanliness and service standards and it is the housekeeping team's responsibility to meet those expectations. Adhering to brand standards helps to ensure a positive experience for guests, which can lead to repeat business and positive word-of-mouth recommendations. Proper cleaning techniques and safety protocols will produce results that are beneficial for the hotel group (Tiwari et al., 2022). Housekeeping people should learn how to uphold brand standards in order to provide the best possible guest service and satisfaction.
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	Training Notes:
Cleaning products and equipment must be used correctly in order to maintain a high level of cleanliness and guest satisfaction. The training will emphasise the significance of using the proper cleaning products and equipment for specific tasks, such as using different types of cleaning solutions for different surfaces. The housekeeping team will also learn how to use and maintain equipment like vacuum cleaners and mop buckets. In addition to the proper use of cleaning products and equipment, the training will cover time management and cleaning efficiency tips, which are essential for high performance (W Fakhry et al., 2022). The housekeeping team will be able to clean more efficiently and effectively if these tips are followed.
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	Training Notes:
Excellent guest service is critical to ensuring a positive guest experience. The training will emphasise the significance of providing excellent guest service, as well as how it can lead to repeat business and positive word-of-mouth recommendations. The housekeeping team will learn how to handle common guest requests in a professional and efficient manner. They will also be given advice on how to communicate effectively and solve problems when interacting with guests (Singh, 2019). Listening skills and the ability to de-escalate potential conflicts are all examples of this. The housekeeping team will be expected to maintain a professional and friendly demeanour at all times, including when interacting with guests and colleagues in addition to providing excellent guest service. 
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	Training Notes:
The training will provide an overview of the importance of adhering to them in order to ensure the safety of guests, staff, and the housekeeping team. The housekeeping team will be taught specific examples of safety procedures in areas such as fire safety, chemical handling, and emergency preparedness. This includes proper cleaning material handling, fire exit procedures and emergency protocols (Hodril and Suryanto, 2022). The housekeeping team will also be taught how to report any safety concerns or incidents to management. Following safety procedures is critical for preventing accidents and ensuring everyone's safety in the facility.




	
[image: ]


	Training Notes:
Proper inventory management is critical for ensuring that the housekeeping team has the supplies and equipment they need to do their jobs effectively. The importance of proper inventory management and the hotel's inventory management system will be covered in the training. The housekeeping team will learn how to keep supplies and equipment organised, as well as how to check in and checkout equipment. They will also be given advice on how to order and restock supplies in a timely manner (Ali and Jaswal, 2022). This includes understanding the need for accurate inventory records, and planning for future needs. The housekeeping team will be able to ensure that they have the necessary supplies and equipment to perform their duties effectively if they follow these tips.
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	Training Notes:
The housekeeping team must be able to manage their time effectively in order to meet the demands of their daily tasks while maintaining high standards of cleanliness and guest service. The training will go over various time management techniques, such as how to prioritise tasks and manage multiple tasks at once. The housekeeping team will learn how to create a schedule, use a list, and prioritise tasks. They will also be given advice on how to deal with unexpected situations and adapt to changes. This includes learning how to be adaptable, deal with unexpected situations and make quick decisions (Dalimunthe et al., 2019). The housekeeping team will be expected to meet deadlines and complete tasks efficiently while maintaining high cleanliness and guest service standards.
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	Training Notes:
Effective communication is essential for the housekeeping team to perform effectively and provide excellent guest service. The training will cover the importance of effective team communication, as well as the hotel's communication system and expectations for its use. The housekeeping team will learn how to use the communication system to stay informed and share information with the rest of the team (Weis and Rosendale, 2019). They will also be given advice on how to communicate effectively with guests, staff and management, such as active listening, empathy, and the ability to de-escalate potential conflicts. The housekeeping staffs are expected to handle conflicts and difficult situations professionally.
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	Training Notes:
Teamwork is required for the housekeeping department to effectively perform their duties and provide excellent guest service. The training will cover the importance of teamwork in the housekeeping department, as well as the hotel's expectations for teamwork and team member cooperation (Choy et al., 2021). The housekeeping team will learn the value of effective and efficient teamwork, including how to share responsibilities, communicate effectively, and resolve conflicts.
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	Training Notes:
The training presentation aimed to improve the performance of the housekeeping team and ensure adherence to brand standards and safety procedures. The main points covered included maintaining brand standards, proper use of cleaning products and techniques, excellent guest service, safety procedures, time management and proper communication with everyone. The training emphasised the expectations for the housekeeping team to maintain cleanliness, how to handle guest requests, communicate effectively and professionally and apply the knowledge gained during the training.
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