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	Here is a summary of what I have learnt throughout the module of the key skills in working in a housekeeping team:
•Communications skills: Effective communication is vital in a housekeeping team. It ensures task understanding, meets expectations, and promotes smooth teamwork. This involves active listening, using appropriate language, and adapting to different team members. For instance, floor supervisors and room attendants communicate to maintain room standards and manage stock. Effective communication is also crucial when interacting with guests, colleagues, and other departments. It involves conveying guest requests, sharing updates, and coordinating with maintenance and front desk staff. Overall, communication plays a significant role in the success of the housekeeping team (Zippia.com,2023).
Furthermore, an industry example of this can be that when interacting with guests, fellow team members, and other departments effective communication is vital. Properly conveying guest requests, sharing updates with supervisors, and coordinating with maintenance or front desk staff are all examples of how communication impacts the success of the housekeeping team 
•Technical knowledge: Technical knowledge is a key skill for housekeepers as it enables them to effectively operate and maintain various equipment and technologies used in the housekeeping industry. Housekeepers with technical knowledge can efficiently utilise cleaning equipment such as vacuum cleaners, floor scrubbers, and carpet cleaners, ensuring optimal performance and achieving high standards of cleanliness. They are also equipped to troubleshoot minor equipment issues, minimising downtime and improving overall efficiency (Revfine.com, 2022)
Reflecting on the importance of technical knowledge can help you understand the significance of developing and improving your skills in this area. Recognising that technical knowledge enables you to operate and maintain equipment effectively, you can take the following steps to enhance your abilities
· Health and safety: this is a important skill because of personal safety, guest safety and the safe way in handling cleaning products. With personal safety, housekeepers must be aware of potential hazards within the hotel and take appropriate precautions to protect themselves from accidents and injuries. With guest safety a housekeeper is responsible in creating safe and health environment for the guest to stay. A  housekeeper must know how to handle cleaning products in a safe manner as some may be hazardous They need to understand the proper handling, storage, and disposal of these chemicals to prevent accidents, chemical burns, or respiratory issues (Gillian, 2023).
•Time Management: having good time management is crucial in housekeeping as it involves completing tasks within specified timeframes while maintaining quality standards. Prioritising tasks, organising work schedules, and maximising productivity are key aspects of effective time management (Polo&Amp.com,2023)
From this I can reflect the importance of prioritising tasks based on urgency and efficiently managing time to meet deadlines. By adopting strategies such as creating task lists and optimising workflow, I noticed a significant improvement in my productivity and ability to handle multiple responsibilities.
An example of this in the industry can be that efficient time management ensures that guest rooms are cleaned and prepared promptly, allowing for smooth check-ins and positive guest experiences
•	Attention to Detail: this is critical in housekeeping to maintain cleanliness, hygiene, and overall guest satisfaction. It involves carefully inspecting rooms, identifying and addressing cleanliness issues, and paying close attention to small details that contribute to a comfortable and inviting environment (Zippia.com,2023)
From this I have developed a heightened awareness of the importance of meticulousness in housekeeping. By paying attention to every aspect of a task, such as properly arranging amenities or thoroughly cleaning hidden areas.
An example of this in the industry can be that In upscale hotels or luxury resorts, attention to detail is paramount to meet high guest expectations. Making sure that every room is immaculate, with perfectly arranged furnishings, spotless surfaces, and well-stocked amenities, is crucial for delivering exceptional guest experiences.
•	Teamwork and Collaboration: successful teamwork and collaboration are vital in the housekeeping team. It involves effectively working alongside colleagues, supporting one another, and maintaining a positive and cooperative atmosphere. Sharing responsibilities, offering assistance, and demonstrating respect for diverse perspectives are all essential elements of teamwork (Polo&Amp.com,2023)
From this I have recognised the value of teamwork and collaboration in achieving common goals. By actively contributing to team discussions, assisting colleagues when needed, and fostering a positive team environment, I noticed increased productivity, motivation, and overall team cohesion.
An example of this in the industry can be that in housekeeping teams they often collaborate with other departments, such as the front desk or maintenance, to ensure smooth operations. Communicating room status updates, coordinating maintenance requests, and addressing guest concerns collectively are examples of effective teamwork in the hospitality industry.
In summary, working in a housekeeping team requires essential skills for success. These skills include effective communication, good time management, attention to detail, and teamwork. By developing these skills, one can contribute to the efficient and effective operations of a housekeeping department.
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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?


	
Lack of detail from the housekeeping staff

	Staff did not know how to clean the rooms properly or up to a certain standard 
	Re-train all the housekeeping staff ensuring they have adequate training.
	Create a checklist for the housekeeping staff ensuring that they do not miss details when cleaning
	
  Training and development opportunities: Offer opportunities for ongoing training and professional development to enhance the skills and knowledge of the housekeeping staff. This can include workshops, seminars, or online courses related to cleanliness, customer service, and effective communication.


	
Insufficient cleaning equipment 

	Did not stock up the cleaning supplies properly 
	Investigate the issue: Speak with the housekeeping staff responsible for cleaning the room to understand what went wrong and gather information about any potential issues or challenges they faced during their shift.

	Improve supervision: Increase the frequency and effectiveness of supervision to ensure that the housekeeping staff follows the established cleaning protocols. Conduct regular inspections to monitor the cleanliness and quality of each room.

	Recognise and reward performance: Implement a system to recognise and reward exceptional performance by the housekeeping staff, such as "Employee of the Month" or other incentives. This will motivate them to consistently deliver high-quality service.


	
Staff did not have enough time to clean the room

	Not enough staff or the housekeeping team has not kept good time management.
	Apologise to the guest: Immediately apologise to the guest for the inconvenience caused and assure them that their concern will be addressed promptly.

	Enhanced training: provide additional training to the housekeeping staff to emphasise the importance of attention to detail and thoroughness in cleaning each room. Reinforce proper cleaning techniques and standards
	Implement quality control measures: Develop a checklist or quality control system to verify that each room meets the required cleanliness standards before it is considered ready for guest occupancy. This can involve a separate team or supervisor responsible for conducting inspections

	

Bed bugs on the bed 
	Inadequate supervision 
	Compensate the guest: Offer appropriate compensation to the guest for the inconvenience caused, such as a complimentary meal or a discount on their stay.

	Improve communication: Strengthen communication channels between the housekeeping staff, front desk, and management to ensure any special requests or specific requirements from guests are clearly communicated and addressed 
	Performance feedback: Establish a feedback system where team members receive regular performance evaluations and constructive feedback. This will help them understand their strengths and areas for improvement, encouraging a culture of continuous improvement.


	

Bed sheets have not been changed 
	Miscommunication with all the staff members. 
	Rectify the situation: Take immediate action to ensure the room is cleaned to the guest's satisfaction. This may involve assigning another staff member to clean the room properly or arranging for an upgrade to a different room if necessary.

	Implement quality control measures: Develop a checklist or quality control system to verify that each room meets the required cleanliness standards before it is considered ready for guest occupancy. This can involve a separate team or supervisor responsible for conducting inspections.

	Regular team meetings: Conduct regular team meetings to foster communication, address any concerns or challenges, and provide updates on standards and expectations.






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 presentation aims to outline a plan of action to achieve these goals while ensuring the safety of the team. The main objectives of the presentation are to boost morale among the cleaning staff, establish standardized practices, and ensure compliance with health and safety policies.
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	Training Notes: Engaged workers lead to a more contented and effective staff.
Maslow's hierarchy of needs is a useful framework for understanding what motivates workers, with five tiers of human needs.
Applying Maslow's model helps us understand the needs of our cleaning staff and better accommodate them in the workplace.
Providing basic resources and a safe working environment is important for lower-level staff.
Offering opportunities for learning, advancement, recognition, and ownership is crucial as we move up the organisational chart.
Designing a workplace that aligns with Maslow's Hierarchy of Needs promotes employee well-being, productivity, and customer satisfaction.
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	Training Notes:  The Ritz-Carlton's service excellence program is highly regarded as a successful example in the hospitality sector.
The program's main objective is to deliver a personalized and exceptional experience to each customer based on their individual needs and preferences.
The Ritz-Carlton is consistently recognized as one of the top luxury hotel chains due to its exceptional service.
The cleaning staff in hotels can contribute to excellent customer service by exceeding expectations and implementing best practices, such as adopting the service excellence program.
Implementing best practices like the service excellence program can not only enhance customer satisfaction but also increase revenue for the hotel.
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	Training Notes:. Following health and safety protocols is essential to ensure the safety of employees on the job.
The housekeeping staff employs safe lifting methods, wears protective gear like gloves and goggles, and complies with chemical safety regulations.
Failing to follow these rules can lead to injuries, health issues, and legal liabilities for the hotel.
Emphasizing the importance of health and safety protocols and providing sufficient training can help keep employees safe and reduce the likelihood of accidents.
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	Training Notes:  Good communication is crucial for the housekeeping team, just like any other team.
Effective communication helps prevent misunderstandings, coordinate work, and enhance team productivity.
Improving communication skills can be achieved through active listening, clarifying inquiries, and delivering concise messages.
Emphasizing the importance of open lines of communication can lead to improved teamwork, reduced mistakes, and a more cohesive housekeeping unit
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	Training Notes:. Workforce development and training are crucial for creating a knowledgeable and skilled workforce.
Training and development opportunities have positive impacts on employee skills, job satisfaction, and retention.
The housekeeping staff can enhance their skills and knowledge through various training methods, such as learning about new cleaning products, cross-training on different responsibilities within the team, and participating in leadership development programs.
Investing in the training and development of team members can help them succeed in their current roles and advance their careers.
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	Training Notes: Recognising and rewarding employees for their efforts leads to increased engagement and motivation.
Acknowledging and appreciating employees' contributions is an effective way to boost morale and foster loyalty in the workplace.
There are various ways to recognise and reward the housekeeping staff, such as employee of the month awards, performance incentives, and public acknowledgment for exceptional service.
Implementing a rewards and recognition program can enhance staff engagement and cultivate a culture of gratitude within the organisation.

	[image: ]

	Training Notes:    Providing regular constructive criticism is an effective way to help a team improve.
Constructive criticism helps keep workers motivated, aware of their strengths, and focused on areas for improvement.
Important elements of good feedback include being explicit and objective, offering both positive and critical criticism, and providing concrete suggestions for development.
Regularly giving constructive criticism to team members can enhance their performance and job satisfaction
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	Training Notes: Boosting employee engagement and satisfaction can be achieved by providing workers with more autonomy and responsibility in their work.
When employees have confidence in their abilities, they are more likely to take initiative, demonstrate creativity, and enjoy their job.
Empowering the cleaning staff can be accomplished through allowing them to make choices on the job, providing cross-training and advancement opportunities, and encouraging feedback and suggestions.
An empowered staff that feels valued and appreciated can lead to improved performance and customer satisfaction
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	Training Notes:  Overall, this presentation highlights the importance of housekeeping team member participation, best practices, and health and safety policies.
By implementing the tactics discussed in the presentation, such as effective communication, training and development, recognition and incentives, and empowerment, a more engaged and motivated staff can be built, resulting in excellent customer service.
Strict adherence to health and safety measures is crucial to providing a safe workplace for employees.
Investing in the professional development of the team can enhance productivity, leading to increased customer satisfaction and overall company success.
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Health and safety protocols should be
followed to keep employees safe on the
job.

Injuries, health problems, and even legal
liability for the hotel might occur from
failing to follow these rules.

te

Health and Safety Procedures

The housekeeping staff always uses safe
lifting methods to prevent back injuries,
wears protective gear such gloves and
goggles, and strictly adheres to all
chemical safety regulations (Saks, 2016)

One can keep your employees safe and
reduce the likelihood of accidents by
stressing the significance of Health and
Safety protocols and offering enough
training.
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Communication

it The housekeepers are no different from any other team when it comes to the need for
# good communication.

Misunderstandings can be avoided, work can be coordinated, and team output can be
enhanced if people are able to express themselves (Hakanen, Bakker & Schaufeli, 2016).

w Active listening, clarifying inquiries, and sending messages that go straight to the point
are all examples of how to improve communication skills.

g Improve teamwork, cut down on mistakes, and build a more cohesive housekeeping unit
by stressing the need of open lines of communication.
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Training and
Development

« Workforce development and training are essential
in producing an educated and capable workforce.

« Employee skills, work happiness, and retention
can all benefit from training and development
opportunities (Dyer & Shafer, 2015).

« Training on new cleaning products, cross-training
on other responsibilities within the team, and
leadership development programs are just a few
examples of the many ways in which the
housekeeping staff can improve their skills and
knowledge.

+ One can help his team members succeed in their
current positions and advance their careers by
investing in their training and development.
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Recognition
and
Rewards

Employees are more engaged and motivated when they are
rewarded for their efforts and efforts are recognized.

It's a great way to boost morale and loyalty in the workplace by
letting workers know their efforts are recognized and
appreciated.

Employee of the month awards, performance incentives, and
public acknowledgment for exemplary service are just a few
examples of ways that the housekeeping staff can be recognized
and rewarded (Grant, 2017).

One can increase staff engagement and foster a culture of
gratitude by instituting a rewards and recognition program
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Empowerment
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Better performance and
customer  satisfaction can
result from an empowered
staff that feels valued and
appreciated.
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WHAT DRIVES WORKERS.

USING MASLOW'S HIERARCHY OF NEEDS AS A
FRAMEWORK, WE CAN DESIGN A WORKPLACE
THAT S CONDUCIVE TO EMPLOYEE WELL-

BEING, INCREASES PRODUCTIVITY, AND.
DELIGHTS CUSTOMERS,





