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‘Housekeepers organise hotel staff to make sure that all the rooms are kept clean and tidy’. National Career Services (2023)
Housekeepers play an important role within the hotel industry as they are the ones that make sure the rooms are clean and safe for the guests to stay in, all hotels depend on housekeepers to maintain the hotel without the housekeepers the hotels won’t be able to run. During my time as a housekeeper, I made sure I was working well within the team so I could learn the job as it is very important for me to pick up the steps they use. I also made sure we worked as a team and helped others when I was finished with my rooms (Andrade et al, 2021)
It is important than house keeps are thorough when cleaning each room and remembering the health and safety requirements when using chemicals. Housekeepers have training due to the chemicals they used and what they are used for health and safety is required when any heavy lifting is included in the job.
Housekeepers are important to guests and making sure they build a rapport as they will come into contact with guests when cleaning departure rooms. I as a housekeeper was delegated to 2 rooms, I made sure that I carried out the 3s steps which are strip, sanitise and set up when cleaning the rooms. The three S’ for housekeeping are
Strip- making sure everything is fully stripped from the room including beds, bins and everything needs to be emptied from the room.
Santise- sanitise the bathroom, mop the floor, dust the full room and hoover around.
Set Up- set up the full room by putting everything back in the room and making sure you put clean towels in the bathroom and put on clean bed sheets, new cups and filling up the tea station.
Once I completed my task the head of housekeeper checked the rooms to make sure the room was up to the standards of the hotels expectations also making sure there are no hairs on bedding or in the bathroom as this is very important because this can damage the hotel reputation. While carrying out the cleaning of the rooms house keepers have a time limit for each room this reduces the labour costs. 
Housekeeping staff need a variety of skills, a passion for service and a high level of dedication to be successful in their roles. Hollander, J (2022)
Appearance is very important in the hotel as you will be walking past guests and walking around the building upholding the hotels brand, its essential to always look tidy and smart making sure the unfrom is ironed and the colour is not washed out, footwear needs to be safe and suitable as there will be chemical handling therefore the toes need to be protected. 
Housekeepers are in charge of linen deliveries making sure everything has been delivered that is needed until the next delivery. Once the linen is delivered the housekeepers will then put away the linen in the correct piles and also making sure each linen room have linen available for the next shift for other house keepers. Linen is a very important part in cleaning rooms, without clean linen the guests will not leave a good review or may not come back again. 
Housekeepers must be able to multitask as it is crucial for the housekeepers their shifts in the time limit and also prepare for the next shift. (Rode et al, 2018)
Housekeepers need to make sure they prepare for the next shift by filling up the trolleys with all the clean linen needed.
‘Housekeeping generates the first impression on a guests mind. The housekeeping efforts clearly show how the hotel will take care of its guests.’ Tutorial Points (2023) 
The hotel reputation and guests approval all depends on the cleanliness of the rooms therefore housekeepers need to ensure each area is dust free and is followed to the brand standards consistency this will ensure guests do not get a chance to complain about anything.
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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?


	After checking in guest comes up to the front desk and complains they have found hair on the bedding and bathroom.

	The hair may have come off the housekeepers themselves as housekeeping have a timeframe for each room and 3 S (strip, sanitise, set up) steps they need to follow therefore they miss out rechecking the bathrooms
	Firstly, I will listen empathically to their complaint then I would apologies for the inconvenience then I will offer to clean the room and give them a new bedding and will compensate the guest which may be a refund of the room or a free stay for another time as this will go through a higher management team. I will assure them this has never happened as we are always very careful apologies once again as I would not want them leaving a bad review 


	To prevent this from happening in the future I will notify the housekeepers about the complaint that has been received by a guest and explain to them the importance of complaint especially finding hair.
I will rearrange some training to refresh the employees of the policies and procedures of cleaning the room. To prevent this from repeating I will make sure rooms are rechecked after housekeepers have cleaned before guest are being checked into the rooms.
	To improve team effectiveness, I would set up a retraining programme for the housekeeping team to go over the requirement of the cleaning and the following the protocols. I will encourage each member of staff to express their strengths and weakness and pass on constructive criticism and advice on how to overcome.




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:
Welcome 
Today we will be doing a quick retraining programme due to many guest complaints. 
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	Training Notes:
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	Training Notes:
Premier inn tries to deliver what they have promised and they are very high on their brand. The brand standards shows how good their reputation is and this is how they are known.
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	Training Notes:
Health and safety is a vital part in a working industry as this helps you to keep safe
Slips and trips making sure when cleaning equipment's are out vacuum wires are tidied away, blocked hallways ensure the hallways are always clear making sure the cleaning trolley is against a wall
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	Training Notes:
COSHH stands for control of substance hazardous to health.
Clear labelling shows how hazardous the chemicals are and making sure you wear the correct PPE when using certain chemicals and making sure that you put your health first.
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	Training Notes:
Making sure the rooms are clean and dust free, housekeepers are communicating with guests when passing by, ensuring they work together as a team to meet the highest standards
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	Training Notes:
You should follow the H.E.A.R.T procedure which stands for:
Hear, empathise, apologise, react and tell.
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	Training Notes:
The three S’ for housekeeping are
Strip- making sure everything is fully stripped from the room including beds, bins and everything needs to be emptied from the room.
Santise- sanitise the bathroom, mop the floor, dust the full room and hoover.
Set Up- set up the full room by putting everything back in the room and making sure you put clean towels in the bathroom and put on clean bed sheets etc.
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	Training Notes: There a various chemicals and cloths used for when cleaning around the hotel. 
D10 is to be used for tables, desks and window
Sani 4 in 1 is used for bathroom, descaler and deodoriser
Suma Light is a washing up liquid
Shield is for the toilet
Persil is of course a detergent 
Spitfire is used to remove marks
And Sumi Combi is used for the dishwasher 
There are 3 different coloured cloths used yellow for the toilet only, red for the rest of the bathroom and blue is for the room. You have to be careful that we do not cross contaminate and clean accurately 


	

[image: ]




	Training Notes: 
Any questions?
Thank you for your time
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