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There is no possible way to overestimate the significance of housekeeping in the hospitality business. The efforts of the cleaning crew contribute to the establishment's visitors having a more positive overall impression of it by providing them with a clean and pleasant environment. According to Cottrell (2019), in order to be successful in this role, you will need a combination of technical expertise and people talents. In addition, the significance of employee participation in this position is of the utmost importance, particularly in the hospitality industry (Book, Gatling, and Kim, 2019).

Housekeepers need to be technically proficient in a variety of areas, including cleaning methods, safety regulations, and the appropriate use of cleaning equipment. This is the first and most important need. Because of this and knowledge with the organization's standards and regulations, the quality of service that is provided is certain to be consistent. According to Reder, Gauly, and Lechner (2020), effectively managing inventory and completing reports both need a thorough understanding of basic arithmetic.

Second, it is really necessary to have exceptional talents in dealing with other people. The ability to successfully interact with both customers and colleagues, as well as the ability to collaborate with others to provide outstanding service, are both included in this category of skills. In addition, the capacity to properly meet the demands and concerns of visitors needs the ability to solve problems.

Students may be able to develop their technical and interpersonal skills by participation in training sessions. According to research conducted by Johnson, Park, and Bartlett (2018), an employee's perspective on the customer service orientation and training provided by their employer is a significant factor in determining the level of commitment the employee has to the position they hold in the hospitality business.

However, the level of engagement of staff members is the most important factor in maximising the potential of these talents and providing high-quality service. It is commonly known that employee engagement has a favourable impact on both customer satisfaction and company results (Rodrigues da Costa & Maria Correia Loureiro, 2019).

According to Fredricks, Reschly, and Christenson (2019), the same principles that can be used to encourage students and enhance their participation in class may also be used to promote employee engagement. This is because motivation and involvement are two of the most important factors in productivity. Kwon and Kim (2020) found that there is a positive correlation between employee engagement and creative behaviour, which further highlights the possibility that motivated housekeeping staff may come up with novel suggestions for improving the quality of service delivery.

According to Statista's research from 2022, a greater number of companies across the globe are starting to acknowledge the positive benefits that employee engagement has on productivity and staff retention. These results, which are consistent with a meta-analysis conducted by Young, Glerum, Wang, and Joseph (2018), may have an effect on the way in which the industry decides to acquire new workers since they emphasise the relevance of specific personality attributes in the process of cultivating high levels of employee engagement.

A research that demonstrated a significant association between leadership satisfaction and employee engagement (Book, Gatling, & Kim, 2019) shed light on the relevance of effective management in the process of promoting employee engagement in housekeeping employment. The study emphasised the value of competent management in encouraging employee engagement in housekeeping professions. The ability of leaders to set objectives for employees, offer feedback on their performance, and acknowledge their accomplishments is one of the most critical things they can do to enhance employee satisfaction and engagement.

To summarise, a cleaning crew requires more than simply the technical skills necessary to do their work well in order to be successful. The workers' degree of commitment to their jobs and their capacity for interpersonal communication have a significant effect on the efficiency with which services are provided. Due to the inherently personal aspect of the hospitality industry, the housekeeping crew plays an essential role in producing a favourable experience for hotel guests. As a result, achieving excellence in housekeeping service calls for the implementation of initiatives that are aimed towards the development of skills, the encouragement of worker participation, and the establishment of a culture of supportive leadership.
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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 will be conducted to analyse employee engagement, especially in the hotel industry. An employee has to involve in different kinds of services which are related to the hotel industry (Bridger, 2018). Employees have to be aware of customer satisfaction, increase the level of profitability, and have to ensure that they provide top-class services to their valuable customers and so many other things. Moreover, the study will also show the importance of employee engagement along with examples, statistics, and data. Furthermore, the scenario of a lack of employee engagement in the hotel industry will also be analysed and the best practice to mitigate these lacks will be described (Sun and Bunchapattanasakda, 2019).  
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	Training Notes: Employee engagement can be termed as a concept of human resources which shows the enthusiasm as well as level of dedication a worker feels towards his/her job. Moreover, it is the degree to which an employee invests their behavioural, emotional, and cognitive energies toward productive outcomes for the hotel companies. It is a workplace-level approach resulting in the proper condition for all employees of a hotel organisation to provide their best each day, be motivated to contribute more toward organisational success and be committed to their company’s goals. Effective employee engagement brings lots of opportunities to grow as well as expand the business (Kwon and Kim, 2020).   
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	Training Notes:  The theoretical model of employee engagement is essentially a blueprint which helps to understand what makes the employee happy and productive in the working environment. Mainly there is three major employee engagement models that draws the psychology of the hotel industry or any other industry to help the organisation to develop and improve the whole system and the level of engagement among employees. The major three models of employee engagement are The “Zinger Model, The Deloitte Model, and The AON Hewitt Model”. These models are involved in describing the collaboration between a vendor and customer during providing the service (Fredricks et al., 2019).    
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	Training Notes: The Zinger Model was introduced by David Zinger that follows a pyramid structure. The ultimate purpose of this model is to emphasize why employee engagement is important. In this model bottom row indicate the necessities, the second row indicates the uniting of the firm, the third stage shows performance boost level, and the upper level of the pyramid indicates the final result. The Deloitte Model refers to employee engagement by developing a culture where employees are respected, challenged as well as involved. Hands-on management, meaningful work, a positive work environment, opportunities for growth, and trust in leadership are the five core elements of the Deloitte model. The AON Hewitt Model tracks the relationship between the business outcome and engagement drivers (Reder et al., 2020).      
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	Training Notes: While employees are more engaged it indicates that they are more likely to invest in their work as well as high-performing employees. It helps an employee to stay more excited and happy to work for their respective company. Employees value their contributions and roles to the success of the hotel companies. Employees also understand and value the company’s mission, vision, and goals. Similarly, the company is also able to value and understands employees’ motive and goals. Moreover, employee engagement helps hotel companies to offer better service to their customers and implement effective strategies as well (Rodrigues da Costa and Maria Correia Loureiro, 2019).        
	



	
[image: D:\baishakhi\ppt\AG220\Slide8.JPG]





	Training Notes: Employee engagement plays a crucial role in the hotel industry as it helps to develop a better working culture, increase productivity level, decrease employee turnover, influence the company’s profit, and build a better relationship with customers and workers. Employees become more efficient and energised, these help them to influence their own mental health during performing their tasks and delivering their services or while attending to a valuable customer. It helps to provide better customer service, enhance productivity, and profitability, and higher employee as well as customer satisfaction (Young et al., 2018).  
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	Training Notes: Lack of employee engagement especially, during guest interactions can lead to a decrease the customer satisfaction, reduce the company’s profitability, and decrease employee turnover. Moreover, a lack of employee engagement can decrease the morale of employees and disrupt the harmony of the working environment. Lack of employee engagement can increase the cost of the hotels, their rooms, and their services, therefore they can lose their potential customers, due to this reason, and the customer retention rate can decrease significantly (Johnson et al., 2018).    
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	Training Notes: Employees who are associated with the hotel industry have lacked in their employee engagement, and then the respective hotel is no abler to provide excellent service to their potential visitors. Moreover, as it causes high rates, customers can opt for another option, that provides a better service at a lower price. It can also decrease the revenue generation of the company and reduce sales generation as well (Book et al., 2019).      
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	Training Notes: There are various practices through which people can measure employee engagement and enhance the level of engagement.  Measuring the current level of engagement can help the hotel industry to find out what is running in its working environment and where they have to improve (Cottrell, 2019). Moreover, by building an engagement strategy, setting examples, getting the right management and so many other ways they can develop employee engagement. As per the report of 2021, almost 65% of employees are engaged in their work in the post-pandemic scenario (Statista., 2022).  
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Engagement theoretical model

The theoretical model of
employee  engagement is
essentially a blueprint.

It helps to understand what
makes the employee happy
and productive (Fredricks et
al., 2019).

The major three models of
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Engagement theoretical model contd.

Zinger Model was introduced by
David Zinger that follows a pyramid
structure.

The purpose, of this model is to
emphasize why employee
engagement is important (Reder et
al., 2020).

Meaningful work, hands-on
management, a positive work
environment, growth opportunities,
and trust in leadership are the five
core - elements of the Deloitte
model.

The AON Hewitt Model track the
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Importance of employee engagement

It helps an employee to stay
more excited and happy to
work.

Employee engagement
indicates that they are more
likely to invest in their work
(Rodrigues da_ Costa and
Maria  Correia  Loureiro,
2019).

Employees also understand
and value the company’s
mission, vision, and goals.
Employee engagement helps
hotel companies to offer
better service.
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Importance of employee engagement
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It helps to develop a better working
culture, increase  productivity
levels, decrease employee
turnover, and so on (Young et al.,
2018).

It also influences the company’s
profit and builds a  better
relationship with customers and
workers.

Influence employees’ mental health
during performing their tasks.

Employees become more efficient
and energised.
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Lack of employee engagement in the

hotel industry
Lack of employee engagement
especially, during guest

interactions can lead to a
decrease the customer
satisfaction - (Johnson et al,
2018).

It also reduces the company’s
profitability and decreases
employee turnover.

Lack of employee engagement
can decrease the morale of
employees .and disrupt the
harmony of  the working
environment.

The customer retention rate can
decrease significantly.
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Lack of employee engagement in the
hotel industry contd.

* Hotels are no more able to
provide excellent service to
their potential visitors.

* It causes high rates; customers
can opt for another option
(Book et al,, 2019).

* Itcanalso decrease the
revenue generation of hotel
companies.

* lack of employee engagement
can also reduce sales
generation.
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Example of best practice to engage

employees

Measuring the current level of

engagement can help the hotel
industry to find out what is

running  in - its working
environment.

There are various practices
through which people can

measure employee
engagement.
Building an engagement

strategy, setting examples, and
getting the right management
can develop employee
engagement.

Almost 65% of employees are
engaged in their work as per
the report of 2021 (Statista.,
2022).
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Introduction

The presentation is based on
employee engagement.

Employee engagement in the
hotel  industry ~ will  be
discussed.

Lack of employee
engagement can lead to
declining in turn, in customer
satisfaction (Sun and
Bunchapattanasakda, 2019).

It also can decrease the
profitability of the respective
hotel industry.
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Definition of employee engagement

Employee engagement is a
concept of human resources.

It defines the level = of
dedication and enthusiasm an
employee feels towards their
job (Kwon and Kim, 2020).

It brings lots of opportunities
to grow as well as expand the
business.

Employee invests their
emotional, behavioural, and
cognitive  energies toward
positive ‘outcomes for the
hotel companies.





