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	The housekeeping team within a hotel are the ones who are answerable for the cleanliness and hygiene maintained so that the reputation of the hotel could be upheld. Creation and overseeing the housekeeping team is vital in a hotel because it directly reflects upon the overall experiences that consumers are having and the environment created for them (Bhatnagar and Dheeraj, 2019). Some of the key skills that are required while working within a housekeeping team are identified and stated below:
Time Management 
All the members of the housekeeping department of a hotel either work individually or within a team and are assigned certain tasks, which require to be completed by the stated time. This makes the skill of time management highly important for these individuals where they can efficiently manage their schedule and conduct the work within the deadline (Sitorus and Silalahi, 2023). Furthermore, this ensures that all the guests in the hotel are provided with the services on time making their experiences flexible, good and smooth. I have failed many times to provide my guests with the requests that they have initiated due to my lack of time management skills, which has also directly impacted my performance level. For instance, the housekeeping department of JW Marriott creates a greater focus on their planning process to have proper time management (Marriottemployment, 2023). 
Communication Skills 
Housekeeping staff are the ones who are directly involved with consumers and make communication with the same. Communication skills, it would be feasible for the housekeeping staff to determine the requests made by consumers and assist them by fulfilling their demands. The lack of communication skills will fail the housekeeping staff to obligate with the requests initiated by consumers and make their experiences poor and dull. Moreover, with the support of communication skills, housekeeping staff can collaborate and ensure failures are mitigated and tasks are equally divided without any miscommunication (Nakanishi et al., 2020). While working within the housekeeping team, I have able to collaborate with my peers where we divided different guests among ourselves and provided service which ensures good customer service. 
Interpersonal Skills 
Along with communication skills, it is also important for the housekeeping staff of a hotel to have proper interpersonal skills as it enables an understanding of the organisational purpose. Gaining interpersonal skills also enables the housekeeping staff to gain the skill in accountability, collaboration and dependability (Jhaiyanuntana and Nomnian, 2020). Additionally, with this skill, the housekeeping staff can positively comprehend the instructions, which would be provided to them and eliminates the scope of irregularities and discrepancies. I believe to have good interpersonal skills because I have ensured while working in a team that there are no irregularities to the service for my consumers at any point of my service. For instance, the housekeeping staff of Premier Inn Hotel has been providing a clean and safe environment for their consumers by maintaining this skill (Premierinn, 2023). 
Physical Flexibility
Physical flexibility is a key skill that every housekeeping staff must pose with as they are on a constant run from one task to another with minimal rest. Moreover, no housekeeping staff have a fixed schedule of work that may change and each individual must have the capability of working under conditions (Capolongo et al., 2020). The demands initiated by clients during the day time much more than those the night, but housekeeping staff should have the consciousness of keeping a smiling face and serve to consumers. Additionally, housekeeping staff must have a strong stomach and they may have to work in critical and grimy situations. Alongside this, housekeeping staff may require to stand on their feet for a long time, which makes it important to have the desired physical flexibility. There had been a time when I had the responsibility of unclogging a badly clogged pan for a consumer staying at the hotel I was working at. 
Self-Discipline
Within every task that has been allotted to the housekeeping staff, there are many of them, which are tedious and highly unpleasant. In such tasks, the staff members need to have the ability to create self-discipline where they can persevere in the daily routine and perform their duties with utmost priority (Reindrawati, 2020). Being supervised would not be possible for the housekeeping manager, therefore, it is important to boost self-discipline. Once, I had been assigned a task during the absence of my reporting manager where I was supposed to talk with a VIP guest and due to a lack of self-discipline, I had been written up by the guest. 
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Component Two:
In this scenario – You have just been promoted to the 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 bed sheet has stains making it look dirty.
	There has been a stain on the bed sheet because the previous guest who used the sheet had spilt their coffee. The guest had not reported the stain and it had not been cleaned immediately due to which the stain would not come off. However, it should have been the responsibility of the housekeeping staff to dismantle the bed sheet altogether rather than use the same. 
	Due to such a bad start that the guest had faced because of the dirty and stained bed sheet, it is important to eliminate the bed sheet and provide the guest with a new one immediately. Furthermore, a new strategy would be developed further adhering to such mistakes made by the staff so that the same would not be repeated in the future.
	In order to prevent such an event to occur in the future, I will ensure that all the bed sheets are checked before it goes laundry. If such a bed sheet is attained by the hotel again, it would be dismantled and made used for other purposes rather than providing consumers to sleep in the same (Casado, 2012).
	For increasing the efficiency of the team in such a situation in the future, I would be creating a checklist weekly basis and circulate it among my peers. This checklist would be in written format reducing the possibility of error occurrence by a higher percentage.

	There are not enough toiletries questioning the hygiene security of the hotel. 
	Before handing over the room keys to the guest, the housekeeping staff who has been allotted to look after that particular room must ensure that all the necessary toiletries are present in it.
	I would ensure that the housekeeping staff immediately provides the guest with complimentary toiletries and other refreshments which would support in compensating for the inconvenience caused.
	With the vision of eliminating such an action to occur in the future, I would allot a different room to each housekeeping staff. In this, the housekeeping staff would have the responsibility of conducting a check after the room has been cleaned and keys are handed over to the respect manager (Fallon and Rutherford, 2010).
	In such a scenario, the team efficiency could be increased where all the tasks for each of the housekeeping staff would be initiated in a manner that would adjust to the needs of guests as portrayed. This shall further ensure that all the planning process to serve the guest and maintain the cleanliness of the room is upheld (Mullins and Dossor, 2013).

	The ceiling and the wall of the room have dust.
	There is dust on the room’s wall and ceiling due to vacuuming being done some time back. The vacuuming of the furniture has been done after the room has been cleaned with detergent and water.  
	I will ensure that all the walls and ceilings are dusted daily and the vacuuming of the furniture is done before undertaking that task.
	This can be prevented further in the future when I can circulate to my housekeeping staff a list they have to undertake with while cleaning the room and tick it after finishing the same (Bhatnagar and Dheeraj, 2019).
	Clear integration with the property management of the hotel after adjusting the task to guest needs is also vital. This will ensure that all the rooms before handing them over to guests are clean and properly maintained as well.

	Under the bed, there is certain rubbish which indicates the room has not been cleaned properly 
	The housekeeping staff who had the responsibility of cleaning that room has overlooked to clean under the bed due to which that rubbish is left behind. 
	All the rubbish under the bed would be cleared and the floor would be properly cleaned so that guests could have a proper and healthy stay in the hotel. 
	After making the clearing charts, all the corners and places which are hidden from sight would be created in a list and ticked after every cleaning programme. 
	Creation of failure reports and conducting regular meetings to discuss the same would help to increase the overall efficiency of the team (Truong et al., 2020). 


Table 1: Action Plan

Component Three: Presentation 
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.

	Introduction 
· Housekeeping managers are the person in a hotel who has the responsibility of organising, developing and planning different tasks that oversee the department (Sadhale, 2021). 
· It falls under the role of the housekeeping manager to maintain the cleanliness standard of the hotel which would help to attract consumers to Hotel Trinity. 

	Training Notes:
In this presentation, a major discussion would be made regarding the different strategies that are to be undertaken to mitigate guest complaints. Furthermore, strategies would be provided to increase hotel brand standards and identify the health and safety procedures to be maintained. Lastly, the application of the Employee Engagement Model. 

	Strategies to mitigate guest complaints 
· Reducing guest complaints would be possible by carefully listening to the information stated by the same (Li et al., 2020). 
· While assisting any guest who has initiated a complaint, maintaining calmness and avoiding arguments would be helpful.

	Training Notes:
Listening to the guest will ensure politeness and a positive manner within the workplace, which further will be helpful to reduce the parameter of the complaint. Avoiding arguments will ensure that complaints to mitigate without stretching longer and also seem highly fair (Gyódi, 2022). This shall also help to increase the overall reputation of the organisation and gain the trust of consumers. Moreover, while attending to the guest, housekeeping staff should focus on the manner they are communicating rather than what is being said. This can be further assisted by helping all the staff to have positive body language where they can portray consumers with positive personality traits, likely, a helpful and trustworthy environment.

	Continuation 
· Penetrating the online platforms to determine the reviews that have been shared by the con summers about the hotel and incorporating the same will support the cause (Sutherland et al., 2020). 
· The inclusion of customer-friendly technologies can aid in enhancing the customer experience, which directly reduces the chances of receiving complaints from the same. 

	Training Notes:
With the modern advancement undertaken by consumers and the growing usage of social media platforms, it has become easier for hotels to initiate feedback. This feedback can come as a form of complaint but is also at times highly beneficial for them to determine the required changes they have to make. By implicating these changes within the housekeeping operation of the hotel, it would be feasible to reduce the complaint rate of the same. Technologies are rapidly growing with the frequent changes in the market trend creating a benefit for the hotel organisation to provide their guests with services. These services can be customised making a pleasant experience for consumers and enabling them to gain their trust to return (Chan, Okumus and Chan, 2020). 

	Strategies to increase hotel brand standard
· Development of a comprehensive marketing strategy by creating a strong team who would be devoted towards it can help in branding. 
· Furthermore, to attract consumers towards the brand, the creation of a proper brand philosophy is important (Foroudi, 2020). 
· Establishing an emotional connection with the target audiences by instigating a sense of personalisation will aid the cause.

	Training Notes:
A comprehensive marketing strategy indicates the process in which content is developed to attract consumers by excruciatingly highlighting its mission and vision. Creation with brand philosophy will provide the consumers with a sense of relaxation while looking for a stay during their holidays. Brand philosophy ensures that guests are virtually coming in contact with the environment and the service that the organisation provides (Chung and Byrom, 2021). It directly supports increasing the value of the brand in the market and receiving a competitive edge over its competitors. Building emotional connections helps the organisation to provide a tangible idea about its philosophy as developed.

	Continuation 
· Identification and targeting of a specific audience in a market would help the organisation to have a more appealing approach in the branding process (Chan, Gao and McGinley, 2021). 
· The development of brand guidelines by structuring an attractive logo and colour the same also supports the organisation to have a higher brand standard.

	Training Notes:	
The niche market supports having a higher brand standard because it creates a more informed and appealing structure for consumers. This assures that the targeted audiences are receiving services and products, which are designed for them. Brand guideline develops a consistent image for the organisation in the market that shall aid in attracting more people (Hwang and Lee, 2019). It further also improves the brand image by using various designs, which are creative and innovative. Nonetheless, competitors can easily imitate these strategies.



	Health and Safety Procedures of a hotel
· Maintaining the Health and Safety procedure of the hotel would require the managers to undertake regular safety and have up-to-date documentation (Envesca, 2023).
· initiation of training programmes should also be incorporated regarding the health and safety procedure of the organisation.
· Health and Safety at Work Act 1974 is a major regulation that has been laid by the UK government and is vital for all hotels to follow (MSL, 2023). 

	Training Notes:
The development of this documentation is important for a hotel as it helps to meet the changing and evolving health and safety practices within the industry. Additionally, the organisation is also obligated to provide legal information for any incident or injury that occurs on their premises concerning both employees and consumers (Gov, 2023). Effective training would provide the employees with insights about the tactics or plans they are required to undertake in times of sudden emergencies. Undertaking a regular update on the guest room and the strategies that are mused to maintain to have floor safety will also help the cause. However, this shall be informed to the staff involved within the same where they can induce the new regulation in their daily tasks.

	Continuation 
· The Health and Safety procedure of a hotel should also be incorporated in a way that it can assess food and beverage operations to mitigate any risk related to it (Shirke, 2016). 
· Development of an agreed plan that could be used in the time of emergencies is another crucial, part of maintaining the Health and Safety procedure of a hotel.

	Training Notes:
Assessing and overseeing the food and beverage services along with the kitchen operations of the hotel is a vital part of health and safety. It ensures that consumers remain stress-free about any illness that they may face because of less focus made on hygiene. Additionally, it is important to have food and beverage maintenance within the organisation as it directly reflects on its reputation. In order to develop plans, the hotel must appoint a person who can look after the emergencies and identify the strategic solutions related to the same.   

	Employee Engagement Model
· The employee engagement model that would be used in this presentation is The Zinger Model, which has its ultimate focus on working on meeting employee needs. 
· This model has been focusing on majorly 10 actions that should be undertaken by managers which would be beneficial to create a higher engagement with employees (Hussainy, 2020). 

	Training Notes:
Within The Zinger Model, employee engagement is initiated in a pyramid structure, which enlarges the emphasis. In the first row, the focus of the employer of a hotel should be made on enhancing employee well-being, creating energy, making meaning and leveraging strengths. This helps in creating an environment with a positive culture where employees can respect their employer and follow the success via structured stages. Additionally, when the housekeeping staff would feel energetic, they can identify the barriers and rectify them themselves that also upholds self-disciplinary skills. Moreover, it also binds the leadership structure further and has a stronger sense of responsibility helping to serve guests systematically. This can also be better understood with the implication of the industry analysis. It has been determined that in Premier Inn Hotel, employee engagement is initiated by undertaking actions related to maintaining culture, governance and wider interactions (Whitbread, 2023).

	Continuation
· In the second row, the model focuses on building relationships, fostering recognition and mastering different moments. 
· The final row of the pyramid looks into strategies that would maximise employee performance and determine the progress made by the same (Abrishamirad, Kordi and Abbasi, 2021).

	Training Notes:
Building good relationships is vital among the housekeeping staff so that they securely collaborate while working within a team. Additionally, this relationship could be further extended by providing the best and high quality of services to consumers who would trust and retrieve back to the hotel. recognition is the greatest motivation for employees to work in an organisation. Employers of a hotel must always ensure that their housekeeping staff are always on run and must be recognised for the hard work they do so that they can have a smiling face while engaging with consumers. Developing strategies to maximise the performance of their employees would ensure that guests are willing to attain their products and service in the future as well.

	Conclusion 
· In this presentation, a discussion has been made concerning the development of strategies related to reducing guest complaints and increasing brand standards. 
· With such a viewpoint, the application of the Employee Engagement Model has also been done here. 

	Training Notes:
It has been recommended to the hotel industry that is facing trouble with guest complaints that they development of a comprehensive marketing strategy. Additionally, the creation of true brand philosophy and efficient identification and targeting of a specific audience in a market can help to establish such understanding in the operating marketplace. The employee Engagement model ensures that all the strategies developed by the managers are secured and well achieved by employees. 
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