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Introduction 
The particular context will portray some key skills that are necessary for every housekeeper in the hotel. The role of housekeepers in the hotel business is very pivotal for providing good services to the guests according to their requirements. The primary responsibilities of a housekeeper are cleaning as well as maintaining the hotel rooms. An efficient housekeeper possesses multiple key attributes including soft and hard skills that allow them to secure the housekeeping job.  
 

Primary skills of housekeeper employees 
There are several abilities and soft skills that are required for getting a chance at the role of housekeeping. Some major skills have been stated as follows in the below section; 
Time management skills
The housekeepers usually work in a group setting or alone to accomplish daily tasks on time. It is very crucial for a housekeeper because the individual can manage every work such as cleaning, sanitisation of rooms, vacuuming, dusting, sweeping, carpet, washroom and bedroom cleaning and other hard tasks within the scheduled time. If I have a good level of time management skills, then I will be able to perform my regular assigned tasks within the limited time frame (Prais et al.,2019). 
Communication skills
It is one of the essential soft kinds of skills to communicate with a variety of customers and interact with the rest of the co-workers of the housekeeping team. These could be helpful in the navigation of conversations with other people in a polite and Suitable manner. If anyone requires to get help from others and finishes tasks within time, then communication skills will be appropriate.  Housekeepers can serve proper facilities as per requests of guests with a good way of interaction. It will help the customers to meet their needs and expectations. The respective soft skills will help me to strengthen my position because of good feedback from guests (Thomas et al.,2020). 
Flexibility
Housekeepers need to handle a variety of tasks by following schedules of a day's work based on the requirements of guests or clients. The adaption of flexible work is a common thing for a housekeeping team. For instance, the employees may work in day time until the fulfilment of the demands of clients and they have to complete their own full shift before starting another shifting time. Sometimes, the housekeepers are required to do their jobs in the very early morning and late at night. Hence, I have to set my mind on doing housekeeping jobs with flexible work schedules (Hrabal et al.,2022). 
Customer service
It is important to have the ability to delivery great service in the context of housekeepers. Housekeeping is one of the good customer service-oriented professions. Therefore, the complete satisfaction and happiness of the guests or clients rely on the good performance of these professionals. The dedication to tasks can impress employers and guests as well (Değirmenci et al.,2019). The high efficiency in customer service will allow me to get more success in the domain of my job. 
Interpersonal skills
High engagement and good relationships with clients can provide benefits to the housekeepers to accomplish the work with other professionals. Some interpersonal qualities such as collaboration skills, accountability and dependability will enable the employees to comprehend all received instructions. Good listening skills and delivering answers actively with interpersonal skills will assist me to achieve more opportunities in my career. 
Honesty
These kinds of professionals may experience mishaps and make mistakes while doing their duties in the work setting. Hence, the acknowledgement of mistakes and maintenance of honest behaviour of the housekeepers can grab the attention of managers as well as clients. It will enable me to retain the integrity and fair attributes in the workplace that will be effective in advancing my career in this position (Jubaedah et al.,2020). 
Conclusion
It can be recommended that; housekeeping skills are defined as the capabilities that assist housekeepers to complete their job successfully and skillfully. Several soft skills of housekeepers such as time management, communication skills, flexibility, customer service, honesty and interpersonal skills have been illustrated in the context. These skills are very essential to do their cleaning duties in an efficient manner at the workplace. 











	


	
	




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?


	There are numerous scratching and colourful marks all over the glass of the window and floor as well.  

	There are several reasons for arising these types of situations. Sometimes, guest kids have the habits to play on the floor and window glass with toys and it leads to giving scratches in those places. Moreover, guests are often throwing food on the ground (Leny 2019). 
	I have to check all things properly and instruct my housekeeping team to clean the floor clearly to remove this problem. Changing the window glass according to requirements to resolve the scratch marks. 
	I will have to monitor the cleaning performance of my housekeeping team in the hotel room in future to overcome these issues.  

	 I will suggest my teammates do continuous checking and take action accordingly for stopping these problems. 

	The bedsheets and pillow covers have big strain patches and are dirty. 
	 The first cause is the washing of white sheets with colourful bedcovers. The second is falling down the foods or drinks on the white bedsheets. 
	 I need to see the bedrooms before the arrival of guests and change the bedcovers with clear sheets quickly to remove this issue (Leny 2019). 
	 I have to ask the professionals of the housekeeping team to wash those sheets separately for avoiding this problem and use of good washing bar to remove the food stains. 
	 I have to provide suggestions to my teammates using different washing machines while cleaning white bedsheets. 

	The insufficient number of basic amenities and toiletries in the hotel rooms and washrooms became an inconvenience for the guests.
 
 
	The lack of availability of toiletries in the storage system caused the respective issue.  

	 I will ask my housekeeping team to fill the washrooms with left shampoos and soaps to fulfil the requirements of the guests.

	 I will increase the storage of items in order to mitigate the issues. It will also enable us to avoid the respective problem in the future. 

	I will ask my team to stay updated and inform me about any kind of issues. I will also ask them to let me know about the storage and the time it needs to be refilled so that the specific problem can be avoided.


	The curtains were untidy and the washrooms were uncleaned. 
	 The housekeeping staff did not wash the curtains carefully and did not clean the washroom carefully.
	 I will provide proper training to the respective team on the way the sanitisation should be maintained. I will also make the employees clean the hotel rooms twice a day.
	Other than providing proper training, I will ask the employees to recheck the rooms and washrooms before the guests arrive. 

	 I will provide guidance to the employees regarding keeping tabs on each washroom to avoid any kind of mistakes. 

	 The geyser was not working and some of the rooms were full of dust. 
	 The lack of attendance and lack of use of vacuum cleaners led to the respective problem.  
	 I will provide training to the teams regarding electronic usage. I will also make the employees use the vacuum cleaner in order to clean the room on a daily basis. 
	 I will supervise the rooms and washrooms to check for any kind of issues that can cause inconveniences for the guests. 
	I will ask my team to take a proper survey of each room in order to avoid the respective issues.




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: Complaints by the guests: Cleanliness
The hotel named Trinity was famous for its standard of cleanliness. The rooms and bedsheets were always clean and sanitised. However, recently the management of the respective hotel is having complaints regarding the cleanliness of the rooms. The negative feedback caused stress among the management team. The untidy rooms and yellowish curtains have raised a question of hygiene and cleanliness. The carelessness of the housekeeping and laundry departments created the respective issues.
Training notes: The aforesaid problem needs to be mitigated on an immediate basis. Due to this, it is important for the housekeeping manager to provide proper training to the staff. The housekeeping manager of the respective hotel needs to provide a video tutorial on the way to maintain cleanliness. It is also important to provide in-person training to understand the issues the staff is facing. Proper training needs to be provided on the use of machines such as washing machines, vacuum cleaners, and so on to mitigate the issues of cleanliness (Choi, 2019).
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	Training Notes: Complaints by the guests: Insufficient amenities
The guests of Tinity hotel are complaining about the insufficient amounts of amenities in the rooms. The lack of basic amenities has increased the complaints and shown the negligence of the staff of the hotels. Toiletries such as shampoo, soap, and so on, are basic amenities, that are not available in the room for the guests. The carelessness of the housekeeping department led to negative feedback for the respective hotel. 
Training notes: The management of the housekeeping department requires to provide effective training to the staff to avoid the issues. The manager can show them photos of the organised setup to make them understand the proper way to present toiletries. The manager can also conduct a training season in which the way to organise amenities will be shown practically (Sop et al., 2019).
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	Training Notes: Complaints by the guests: Irresponsible stuff
The guests of Trinity hotel have complained about the irresponsibility of the housekeeping team. According to the guests, the staff has not given enough attention to the requirements of the guests. Therefore, it has raised a question regarding the efficiency of the housekeeping team of the respective hotel.
Training notes: It is important for the housekeeping manager to increase awareness about the responsibilities at work. Training needs to be implemented according to the job roles of each employee. It will enable the employees to understand the way the guests should be treated. Breaking the goals into parts will keep the employees motivated. The standard operating procedures need to be updated for the employees to make them understand the individual role at the workplace. 
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	Training Notes: Complaints by the guests: Noncollaborative approach
The guests of the aforesaid hotel have complained about the noncollaborative approaches of the housekeeping staff. While asking about sorting out an issue in the hotel room, the staff has shown negligence and a non-supporting approach.
Training Notes: The lack of communication among the employees has created a noncollaborative work environment. The housekeeping team needs to get training on the way they should work collaboratively. The management department requires to arrange training programs to boost the collaborative spirit in order to increase the productivity of the housekeeping staff. Providing training to the employees on the way to communicate with each other effectively will help to mitigate the issue of irresponsibility.
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	Training Notes: Complaints by the guests: Lack of discipline
The guests have complained about the lack of discipline of the employees. As a result, the brand image of the respective hotel is disrupted.
Training notes: The productivity level of the staff can be increased by creating a proper routine which needs to be maintained by the staff. The manager requires to monitor the performance of the employees to evaluate their progress. Maintaining discipline at the workplace is an important part that the employees should follow. The manager should train the employees about the decorum of the workplace to enhance their discipline of the employees (Marinakou, 2019). 
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	Training Notes: Complaints by the guests: Impolite behaviour
[bookmark: _GoBack]The guests have compliant about the poor behaviour of the employees. The management team of Trinity hotel has received some negative reviews about the behaviour of the housekeeping staff. 
Training Notes: Polite behaviour is the most important step in the hospitality management sector. The management of the hotel is receiving complaints regarding the improper behaviour of the employees. The manager of the housekeeping team requires to provide proper training to the employees in order to mitigate the respective issue. A video tutorial can be given to the employees to train them about behaviour. Maintaining politeness with the guest is important for the housekeeping team (Scholz et al., 2020).
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	Training Notes: Increasing the brand value of the hotel by improving the housekeeping team
Quality services: The quality of the respective services needs to be maintained by the aforementioned hotel to keep its brand value intact. The basic amenities need to be provided to the guests in order to avoid any kind of negative feedback. A handbook should be provided to the housekeeping staff which will help them to follow the instructions carefully. It will also be beneficial for the employees to understand their job roles effectively. 
Responsive to the guests: The employees need to respond to the guests in an efficient manner to provide them with proper services. The manager should conduct a training program to aware the employees about being responsive toward the guests (Tra, 2020).
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	Training Notes: Polite behaviour: The brand image of the respective hotel can be maintained by providing quality services to the guests. It is important to serve the guests with politeness and proper etiquette. The manager of the housekeeping department requires to supervise the behaviour of the employees. The requirements of the guests need to be maintained in an effective manner. Therefore, the guests of the respective hotel will be satisfied and provide positive feedback. 
Training of cleaning techniques: The manager needs to provide training on cleaning techniques to the housekeeping team. The training can be given by showing pictorial and video tutorials. The use of various cleaning equipment needs to be learned by the respective team (Daskalaki, 2020).
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	Training Notes: Measurements of health and safety while working in the housekeeping department
The housekeeping team needs to be trained in health safety, sanitisation, and other safety measurements. 
Precautionary measurements: The respective team needs to be well-trained in electronic work. Training needs to be provided on the way electrical appliances should be handled. The staff needs to keep in mind not to use electronic items with water in their hands. That should be kept in mind while handling iron, washing machine, geyser, electric kettle, and so on. The staff also check for any kind of damaged wire inside the hotel room. 
Learning usage of electronic items: The respective team should learn to handle fire extinguishers and other emergency measures. The emergency items needed to be kept on each floor of the hotel. The SOP should be upgraded and needs to be maintained by the housekeeping team. Along with this, the staff should stay refrain from using any kind of harmful materials around guests and children (Dempsey et al., 2020).
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+ Complaints by the guests: Impolite behaviour
The management team of Premier Inn hotel has
received some negative reviews about the behavior of
the housekeeping staff.

* Training Notes:

© A video tutorial can be given to the employees to
train them about behaviour,

© Maintaining politeness with the guest is important
for the housekeeping team.

(Daskalaki, 2020)





image8.png
Increasing the brand value of the hotel by improving the housekeeping team

* Quality services:

o The basic amenities need to be provided to the guests in
order to avoid any kind of negative feedback. PROFESSIONAL
TRAINING

o handbook should be provided to the housekeeping staff
which will help them to follow the instructions carefully.

* Responsive to the guests: i = I Myt
o The employees need to respond to the guests in an efficient

o The manager should conduct a training program to aware the
employees about being responsive toward the guests.

(Dempsey et al., 2020)




image9.png
Contd...

Polite behaviour:

It is important to serve the guests with politeness and proper etiquette.

RULES mm
The manager of the housekeeping department requires to supervise the =B u. EXPECTATIONS e

=
behavior of the employees.

Training in cleaning techniques: ET I uU ETT E
SDE!ALEmcE;s[smmwwm

i z
& = !
The use of various cleaning equipment needs to be learned by the respective ‘“g &
team. —_— -

The training can be given by showing pictorial and video tutorials.

(Sann et al., 2020)




image10.png
Measurements of health and safety while working in the housekeeping
department
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The guests of Premier Inn are complaining about the insufficient
amounts of amenities in the rooms. The lack of basic amenities
has increased the complaints and shown the negligence of the
staff of the hotels.
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(Sop et al,, 2019).




