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Competencies Needed in house keeping
· The housekeeping staff at a hotel or other hospitality facility is in charge of cleaning and maintaining the guest rooms, common spaces, and other amenities. The most important qualities for this position are:
· Housekeepers need time management skills so that they may go through their work in the allowed amount of time. To do this, one must be able to organize their workload, create achievable goals, and work quickly and effectively.
· Cleaning to the highest standards requires meticulous attention to detail, which only professional housekeepers can provide. This involves spotting dirty spots, cleaning those spots, and cleaning everything else.
· Housekeepers need strong communication skills to interact with visitors, coworkers, and other hotel employees. This involves providing information in an understandable and simple style and responding to inquiries and concerns.
· Housekeepers need strong interpersonal skills and the ability to collaborate effectively with others. Cooperation, resource sharing, and constructive dispute resolution are all part of this.
· Housekeepers need to be adaptable to new situations and open to varying schedules. Working over the weekend, holidays, or at other times when travel is more difficult is a possibility(Pai et al., 2020).
Personnel reflection 
My attention to detail has always been strong, and I thrive in a spotless, well-organized workplace. In addition, I am an excellent communicator and take great pleasure in team endeavours. With these qualifications, I feel I would be an asset to a cleaning staff.
When I worked as a customer service representative before, I was in charge of answering questions and addressing concerns. When dealing with challenging visitors, I learnt to be more patient, understanding, and empathic. In addition, I picked up some tips on how to talk to customers in a way that helps you find solutions to their problems. In a cleaning position, these abilities would be useful since I'd have to deal with visitors' concerns about the cleanliness of their rooms(Tra, 2020).
Case Studies in Related Industries
The Ritz-Carlton's cleaning staff has a stellar reputation for thoroughness and friendliness. Team members have extensive backgrounds in the industry and share a passion for giving visitors a memorable stay. The staff use cutting-edge detergents and vacuums to give the hotel a spotless appearance throughout. The team also takes great pride in its customer service, and its members will go above and beyond to ensure that each and every client is completely happy(Lin et al., 2017).
Practical Experience and Conceptual Understanding
My education in hotel management has prepared me with the theoretical understanding that will be useful in a housekeeping position. In this course, I studied the various cleaning chemicals and equipment utilized in the hospitality business, as well as the significance of maintaining a clean and sanitary environment for guests. In addition, I have improved my abilities in talking to others, working in a group, and solving problems. I'm certain that I'll be able to put my theoretical understanding to good use and make a valuable contribution to the cleaning crew. I'm excited to broaden my horizons and get experience in this field. In addition, I'm thrilled to be joining a group of hardworking experts that share my passion for giving visitors nothing but the best(Jones et al., 2019).
The Role of the Subject in the Hospitality Sector
The hotel business would not function without the housekeeping staff. They are in charge of maintaining a spotless and pleasant atmosphere for visitors, which may have a major bearing on their level of pleasure. Guests will get a better impression of the hotel and have a better time if it is clean and well-kept. The cleaning staff's efforts don't end with providing a clean and pleasant space; they also contribute to visitors' security. The housekeeping staff may aid in stopping the transmission of germs and bacteria by keeping common areas clean and disinfected. This may reduce the likelihood of visitors becoming ill, which can boost satisfaction and repeat business. In the hotel business, the cleaning staff plays a crucial role. They are crucial to the success of a hotel, since they ensure the comfort and safety of guests and keep the premises spotless(Friberg and Midtbøen, 2017).
Housekeepers need not just the aforementioned qualities, but also an understanding of the many tools and supplies utilized in the cleaning profession. They need to be able to observe all necessary precautions and rules. In the hotel business, housekeepers are essential. They are in charge of maintaining a spotless and pleasant atmosphere for visitors, which may have a major bearing on their level of pleasure. Guests will get a better impression of the hotel and have a better time if it is clean and well-kept(Stone and Bryant, 2019).
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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?


	Issue 1: Room not properly cleaned upon guest arrival
	A potential miscommunication between housekeeping and front desk staff may have resulted in an unclean room being assigned to a guest. Staff scheduling might be an issue if the room was not serviced due to an inadequate number of staff at the time.
	The immediate priority would be to apologize to the guest, assure them we take their feedback seriously, and swiftly assign them to another room, ensuring it has been properly cleaned. The previously assigned room should be cleaned immediately(Hu, X., Yan, H., Casey, T. and Wu, C.H., 2020).
	Regular and precise communication between front desk and housekeeping staff is crucial. Implementing a reliable system to track room statuses (cleaned, uncleaned, under maintenance, etc.) would help prevent such instances. Appropriate staff scheduling is also necessary to ensure adequate coverage at all times.
	Implement regular training sessions for all staff to stress the importance of communication and attention to detail. Introduce a rewards system for employees who consistently perform well to incentivize excellent service.

	Issue 2: Guest dissatisfaction with cleanliness standards
	The cleaning standards might not have been up to the guest's expectation due to lack of attention to detail, or a lack of training among housekeeping staff.
	Assign a senior member of housekeeping staff to review the room's cleanliness. If the complaint is valid, correct the issue immediately and inform the guest. Offer some form of compensation as an apology, such as a complimentary meal.
	Regular refresher training sessions on the hotel's cleaning standards and expectations can be conducted. Increase inspections to ensure all rooms meet the required standards.
	Feedback sessions can be held post inspections, to discuss and learn from any identified mistakes, and to praise well-performing staff members.

	Issue 3: Guest's perception of poor hygiene practices
	Lack of visible hygiene practices may lead guests to assume that the hotel isn't paying enough attention to cleanliness and sanitation.
	Immediately reassure the guest that the hotel takes hygiene and sanitation very seriously. Offer a complimentary room cleaning service at a convenient time for the guest(Goh and Kong, 2017).
	Implement visible signs of cleanliness practices like use of gloves and masks, and display cleaning checklist cards in rooms post-cleaning. Regular audits should be conducted to ensure compliance Hu, X., Yan, H., Casey, T. and Wu, C.H., 2020).
	Regular training on hygiene practices is essential. Also, instill in the team the understanding that these practices are as much for the safety of the staff as they are for the guests.

	Issue 4: Inconsistencies in cleaning quality
	This could occur due to a lack of standardised cleaning protocols, or variations in the skills and dedication of individual staff members(Lam et al., 2018).
	Assign a senior housekeeper to review and correct the cleaning inconsistencies. Apologize to the guest, offering them a small compensation for the inconvenience, such as a room upgrade or a complimentary service.
	Implement standardised cleaning protocols, and ensure they are uniformly adhered to. Regular inspections can help enforce standards.
	Encourage teamwork by assigning housekeeping staff to work in pairs or small teams, promoting peer learning and helping to standardize cleaning

	Issue 5: Missed areas during cleaning
	This can occur due to insufficient training or the absence of a detailed cleaning checklist. Staff might be rushing to clean multiple rooms, thereby overlooking some areas.
	The overlooked areas should be cleaned immediately once the issue has been raised. Apologize to the guest and offer some form of compensation.
	Introduce a comprehensive cleaning checklist for housekeeping staff to ensure all areas are cleaned. Make sure staff are scheduled effectively so they aren't rushed and can clean rooms thoroughly(Koulieris et al., 2017).
	Review and update the checklist regularly with input from the team, fostering a sense of ownership and accountability. Organize training sessions on effective time management.

	Issue 6: Inadequate cleaning supplies or faulty equipment
	This could happen due to poor inventory management, or failure to promptly report or replace faulty cleaning equipment.
	Immediately provide housekeeping staff with necessary cleaning supplies and replace any faulty equipment. Make sure the room is thoroughly cleaned and offer an apology to the guest(Whiting and Symon, 2020).
	Regular inventory checks and timely replacement of faulty equipment should be standard protocol. All staff should be trained to report any issues immediately.
	Introduce a system for staff to easily report issues related to supplies or equipment(de Kervenoael et al., 2020).




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: In light of recent comments from guests, it is crucial that we review our current standards and policies. The purpose of this meeting is to review company policies, clarify health and safety protocols, and brainstorm ways to enhance our current offerings. Since this is a group effort, your involvement and suggestions are welcome and encouraged.
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	Training Notes: Maintaining brand integrity is crucial to the success of our hotel. We must maintain an exceptionally high standard of tidiness, promptness, and cordial discourse. These guidelines should serve as a touchstone for all interactions with guests, helping us constantly provide services that not only meet but exceed client expectations and speedily handle concerns.
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	Training Notes: When it comes to keeping guests happy and cutting down on complaints, health and safety take first. Safety measures, such as the proper use of cleaning supplies, the detection and correction of dangers, and a spotless environment, have a direct bearing on the level of satisfaction of visitors. Our core value is on maintaining a clean and secure space for all of our customers.
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	Training Notes: Maintaining a clean and secure environment relies heavily on cleaning products. Selecting the appropriate tool for the job at hand, using it properly, and stowing it away securely are all crucial steps. By perfecting them, we can respond appropriately to guest concerns about cleanliness while maintaining consistent brand standards and pleasing our clientele.
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	Training Notes: Cleaning practices that are standardized guarantee uniformity and consistency across the hotel, which allows for more efficient resolution of concerns related to cleanliness. These restrictions apply to all places, including the guest rooms as well as the communal areas. By adhering to these practices in a conscientious manner, we respect the values of our brand, create a clean and pleasant atmosphere, and considerably increase the happiness of our guests.
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	Training Notes: Effective guest communication is vital in hospitality. Responsiveness to inquiries, clarity in providing solutions, and maintaining a respectful, positive tone are essential. Through these actions, guest satisfaction can increase and complaints decrease. Every interaction is an opportunity to improve guest experience and uphold brand standards.
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	Training Notes: Effective problem-solving is a major factor in maintaining happy customers. Timely problem identification, efficient application of fixes, and avoidance of recurrence all play a part. Adopting such measures may dramatically minimize the frequency of guest complaints, which in turn strengthens brand standards and improves the property's image.
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	Training Notes: The success of every cleaning service depends on the strength of its teams. Working together effectively guarantees timely issue resolution and first-rate service for customers. This leads to fewer complaints from customers, consistent representation of the brand, and improved morale in the workplace.
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	Training Notes: A high-quality control system may do wonders for the satisfaction of your guests. This entails keeping an eye on housekeeping practices, listening to what people have to say, and making adjustments as needed. Consistent quality assurance reduces visitor complaints, which is good for both the brand and the property's image.
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	Training notes : Understanding guest expectations is a crucial part of service delivery. Expectations include a clean environment, prompt service, and respectful interactions. By meeting and exceeding these expectations, housekeeping can directly influence guest satisfaction, minimize complaints, and ensure adherence to brand standards, all contributing to the establishment's reputation.[image: ]






	Training Notes: One of the most effective ways to motivate workers is to publicly acknowledge their efforts and successes. Motivating the team to do their best via praise for job well done is essential to their success. When employees feel valued and appreciated, they are more likely to provide excellent service to guests, which in turn reduces negative feedback and ensures the brand's integrity.
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	Training Notes: In conclusion, this training shed light on crucial points to concentrate on to lessen guest complaints and maintain brand values. The establishment's reputation and customer satisfaction may both benefit from adopting the aforementioned procedures. Keep in mind that your efforts in every given function are integral to the success of the whole.
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HEALTH AND SAFETY

= When it comes to our housekeeping responsibilies, health and
safety are absolute necessities.

= We will not rest until e have achieved our goal of providing a
clean and sanitary atmosphere for both our customers and our
employees(Nordicfetal. 2017).

= This involves the appropriate handiing of cleaning products,
frequent inspections for possible dangers, and adherence at all
times to safety regulations(Beckenand McLennan,2017).
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CLEANING SUPPLIES

To mainain our brand’s integrity and to satisfy our guests' high
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e must utiize our cleaning materials effectively.Knowing the proper
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GUEST COMMUNICATION
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+ The way in which we communicate with our guests may make or break their ‘
experience.

+ When there is good communication between staff and customers,there are fewer
complaints and more happy customers

+ Itinvolves responding to questions and concerns in a timely manner effectively
‘explaining solutions,and maintaininga courteous and upbeat demeanour at alltimes(Yiu
etal,2019).
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TEAMWORK

= Teamwork within the housekeeping department can
significantly enhance service delivery.

= Working collaboratively ensures tasks are completed
efficently. solutions are found quickly, and guest
satisfaction is improved.

= Strong teamwork leads to fewer guest complaints and a
more pleasant work environment for  al(Riccd et al.,

2021)
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QUALITY CONTROL

= Controlling quality is very necessary in order to
maintain the standards of the brand and guarantee the
happiness of the customers(Darabont, Antonov and
Bejinariu, 2017).

= Regular audits and inspections of ~housekeeping
procedures, feedback  evalations, and  the
implementation of any required modifications all
contribute to quality assurance.

= A stringent qualty control system has the potentil to
result in fewer comphints from customers(Winge,
Albrechtsen and Aresen, 2019).
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GUEST EXPECTATIONS
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EMPLOYEE RECOGNITION
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« Employee morale and output might benefic from public
acknowledgment of workers' efforts.

« Rewarding someone for going above and beyond the call of
duty or improving their performance encourages them to
keep up the good work

« There will be less complaints and more satisfied customers
as a result of this(Moyce and Schenker, 2018).
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INTRODUCTION

= "Welcome to our session for further training.

= Today's mission is to resolve recent guest
concerns and improve our cleaning procedures
in order to maximize visicor satisfaction.

® We are going to lk about brand standards.
health and safety protocols, and ways that we
may provide services that are continuously of a
high quality to guarantee that our customers are
happy(Bagistuc Damayanti and Armoni.2018).




