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The duties of housekeepers are not limited to only the rooms but also involve the maintenance of other public areas such as gardens, pools, and several other facilities in the hotel. The primary objective of the housekeeping team is to ensure cleanliness and provide the utmost comfort to the guests (Jubaedah, Rinekasari and Rohaeni, 2019). The housekeeping staff is in charge of dealing with guests directly and thus must be efficient in their duties. They must possess good communication skills, and good manners, be polite and friendly, have a calming personality and be motivated to provide excellent service. Housekeeping requires teamwork and cooperation among team members is a crucial requirement. This will allow efficient operations in all the departments of hotels thereby optimising customer service. Moreover, since hotels hire staff from diverse socio-cultural backgrounds, housekeepers should be respectful to their co-workers and especially customers (Tra, 2020). Since this department interacts with guests the most, they need to pay attention to their hygiene and be presentable at all times. 
Skills that housekeeping employees must follow include bed making, vacuuming, dusting, cleaning bathrooms, setup rooms accordingly, following a proper daily routine, maintaining cleaning equipment and ensuring the safety of guests. Maintaining a good attitude while dealing with customers, and supervisors, and ensuring a well-maintained appearance including uniform and personal hygiene is a must for all employees in the housekeeping department. Since the job of a housekeeper is to ensure tidiness in the hotel, the staff has to pay attention to all the above-mentioned hard skills that can be improved with time and patience (Jones, 2007). Being detail-oriented is a crucial skill for this department as it helps them to be effective in performing tasks. Properly cleaned rooms, floors and windows and paying attention to other objects might increases customer satisfaction. However, it is also essential for housekeepers to have efficient interpersonal skills to improve their interaction with guests (Tra, 2020). Time management skills are appreciated in housekeeping staff since they have several tasks assigned to them in a single day which have to be completed efficiently (Indeed, 2022). Housekeepers with good time management skills can complete their work on time and avoid any problems from customers. 
Customer service is a priority for the housekeeping department and ensuring optimum satisfaction of the guests is important for their success. Being honest, polite, and maintaining a positive attitude all the time is essential as well. Since guests might interact with housekeepers regularly, it is also important for the staff to possess good communication skills and help the customers as and when required. One of the housekeepers employed at the London Hilton was caught stealing jewellery and a credit card from a guest (The Caterer, 2022). The employee went against the hotel's code of conduct and betrayed the trust of the Hilton hotel. This could affect customers' faith in the business and damage its reputation while increasing the number of consumer complaints (Ma, 2021). This is an action that I will never attempt in the future since it requires me to deceive my employer and affect my career negatively. 
With the advent of Covid-19, maintaining proper hygiene in hotels is an essential requirement of guests and having efficient cleaning skills has become an advantage (Cartner-Morley, 2021). As a housekeeper, I will ensure to keep guest bedrooms and other areas that I am in charge of completely tidy and regularly check any cleaning requirements from the guests. It will also be a personal objective of mine to use as many sustainable cleaning products as possible to cater to environmentally conscious customers. Several international hotels, such as Marriott and Hilton, have changed their housekeeping models to opt-in services to offer guests a comfortable experience and minimal interference during their stay (hospitalitynet, 2021). Businesses such as Diana Hotels Collection and The Hague Teleport Hotel provide complementary services like snacks and free beer to the guests in exchange for housekeeping (hospitalitynet, 2022). If I am employed in a hotel which follows this specific model, I will abide by it since it provides guests maximum privacy and ensures safety. Since guests might be uncomfortable with housekeeping staff disturbing them during their stay, I will only perform my duties when and as demanded by them. 
The housekeeping department is an essential element of hotels which has several responsibilities to offer excellent services to the customers. Housekeeping is in charge of providing guests with a good environment and high-quality cleaning services during their stay at hotels (Sadhale, 2021). Customer experience primarily depends on the fulfilment of their needs which is completely handled by housekeepers. It is important for the department to be efficient and as much advanced as possible since customers will form opinions of a hotel based on the services they receive. Thus, housekeeping staff are considered key people in the hospitality industry for providing the best customer experiences.
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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.

	Problems
	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 room has been stinking since the guests checked in it.
	There is a lack of workers in the cleaning segment under the housekeeping department. This has resulted in the non-timely cleaning of the rooms. 
	It is required to ensure that the same situation does not arise in future and hence, it would be necessary to recruit new staff. This has become necessary for Trinity hotel to employ new individuals in the cleaning and housekeeping segment. It would be necessary for the organisation to hire individuals for mitigating the lack of labour.  However, it is important for the organisation to ensure the monitoring of the employees so that they are performing their responsibilities dedicatedly. 
	All the employees, both new and existing require proper training. This would facilitate these individuals in completing their work efficiently.
It is necessary to maintain a record of the completion of a task which all the employees require to fill out and signing after accomplishing their responsibilities. This would make it easier to identify the team leader who all have completed their tasks as well. 
	It is necessary to improve the communication between the team members. This would reduce the chances of miscommunication and missing duties and responsibilities. 

	The bed sheets in the room have a stain on them. 
	This problem has arisen as a result of the sharp negligence towards responsibility. 
	There needs to introduce a double-checking of the activities even after the completion of the tasks by the employees. 
It is required to ensure that the employees are rewarded and encouraged for their hard work. This would bring about incentives for the employees to perform better and accomplish their responsibilities further. 
	It would be beneficial to employ a supervisor for the employees, who would be keeping an eye on their performance of the employees. This would decrease the probability of these occurrences.  
	It is required for the team members to improve their attention to the little details and focus on improving their performances. 

	The attached washroom is not cleaned and the water tap is not working. 
	This problem has been caused due to the lack of equipment and efficiency to look after the issues in the tap. 
	The management of Trinity hotel requires recruiting individuals with efficiency in plumbing services. 
	In order to future occurrences of such problems, Trinity hotel will require to select someone who is efficient in leadership including all the services in the housekeeping process.  
	In order to increase team effectiveness, the focus needs to be led on increasing the engagement of employees in the plumbing section. They must be able to have attention to every plumbing issue taking place. 

	The curtains are not cleaned. 
	This particular issue is caused due to the lack of commitment towards work and attention to surrounding conditions. 
	The employees should be introduced to a training session which can be used to deliver the development of the required skills.  
	This problem can be mitigated from happening in the future by increasing the job satisfaction of the employees and introducing rewards and increasing employee motivation. 
	The team's effectiveness can be increased by making the leadership effective. Transformational leadership can be undertaken for increasing the motivation of employees leading to the increase in employee motivation. 

	There is a stain on the walls and floors of the room. 
	This has happened due to the lack of motivation to work with the employees. The employees have been losing motivation since there has been no change in the work culture of the organisation.  
	The engagement among the employees needs to be increased in order to increase the motivation of employees to work. 
	This issue can be stopped from happening in the future by enhancing the work culture of the employees in the organisation. 
	For increasing the team's effectiveness, through diversifying the team and leading it with gratitude. Internal communication needs to be increased which is needed in order to increase the communication of employees in an organisation which can lead to the creation of internal connections among them, leaders and managers. 



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.

	Introduction: Housekeeping is one of the essential departments of the hospitality industry which help an organisation maintain health within the hotel (Raghubalan and Raghubalan, 2016). The issue related to housekeeping in a hotel will be discussed and health and safety procedures will be mentioned for the following. 

	Training Notes: If a hotel provides effective housekeeping services to their customers, they will make their customers happy and satisfied.

	Current issues in the housekeeping department: Guests are complaining several times as they are facing issues related to housekeeping in a hotel. As housekeepers do not clean all the rooms properly, therefore, rubbish are staying under the bed which may cause health issues for customers. Apart from this, bathrooms are not cleaned by the housekeeper and the sight of hair on the floors shows the uncleanness of the hotel. Moreover, the fingerprint on the mirror, as well as the window, shows that someone else was staying recently in the same room (Fallon and Rutherford, 2010). In addition, unclean curtains also imply the issue of housekeeping in a hotel. All these things may cause health issues for customers, therefore, a hotel has to focus on such matters. 

	Training Notes: Apart from this, there are several issues complained about by customers and creating a negative image of the hotel in the hospitality industry. The furnishing of the hotel is low quality and almost all the furniture is damaged. Therefore, the organisation has to replace their furniture to make customers satisfied and make them happy (Jones, 2010). Moreover, the issue which is mentioned by customers may affect their health and an effective organisation have to maintain the health and safety of customers properly for staying competitive in the business market. 

	Housekeeping standards: There are several things which are done by housekeepers within the hospitality industry. A housekeeper has to clean the kitchen, bathrooms, bedrooms and common passage of a hotel. In a hotel, the kitchen is one of the most used places and without properly cleaning this area, the health of people may be affected (Vallen and Vallen, 2012). As cooking and eating mainly happen in a kitchen of a hotel, then this area must be clean. Bathrooms are mainly smaller spaces and the housekeeper of a hotel must clean this area. 

	Training Notes: Without proper cleaning, germs can be spread and customers may be affected. The bedrooms of a hotel depend are one of the most time-consuming spaces and for making bedrooms clean, housekeepers have to clean this properly because there are a number of furniture and vacuuming the bedroom is not easy. As the common area of a hotel is used by a large number of people, then, it is essential to clean the common area for avoiding any health issues for customers. 

	Housekeeping standards to address current issues: For avoiding current issues of housekeeping, housekeepers have to clean all the areas properly. Housekeepers have to wash and dry all dishes. Then the floor must weep and mopped for avoiding issues. All the garbage in the kitchen must clean so that they can take care of the health of their customers (Ferdinand and Kitchin, 2017). In the case of a bathroom, housekeepers have to clean the mirror, disinfect the toilet, clean all the garbage and wash the rugs. For cleaning the bedrooms of a hotel, a housekeeper has to move all pieces of furniture for cleaning the room easily. 

	Training Notes: Without proper cleaning of bedrooms, the image of the hotel will be affected and the hotel will not able to generate revenue from their business. In addition, the bedding must be cleaned every day and the curtains of the bedroom have to change every day so that the hotel can avoid the recent issues. It has been learned by individuals that, maintaining cleanliness in the hospitality industry supports organisations to maintain hygiene in the atmosphere of the hotel and makes guests feel good (Wood, 2013). For keeping the common area clean, housekeepers have to clean the window properly and sanitise things which are touched by people frequently. 

	Health and safety procedures in housekeeping: A housekeeper of a hotel has to maintain health and safety procedures so that they can take better care of their customers. For maintaining safety, passages must be clean and dry for preventing slips, trips and falls. Apart from this, the drainage must be present and have to clean regularly to maintain health procedures in the hospitality industry (Sadhale, 2021). Housekeepers have to carry out fire safety risk assessments so that they can avoid accidental fires. Moreover, risk assessments have to review and update regularly. Health and safety are one of the most necessary things required by customers while travelling. 

	Training Notes: In this case, if a hotel is unable to maintain the health and safety of their guests, then they will not able to increase customer attraction. Moreover, the hotel has to control dust for maintaining the health of customers.  For taking care of guests’ health, a hotel has to store chemical properly for minimising the risk and limits people’s exposure to them. After the COVID-19 pandemic, sanitising places is one of the most effective ways of maintaining health and safety within a hotel (Kanat et al., 2022). Therefore, it can be stated that the housekeeping department of a hotel has to sanitise every corner of the hotel if they care for the health and safety of guests.



	Employee engagement Model: Employee engagement is needed for any organisation for providing effective service to customers and maintain workplace relationships. Employee engagement improves the work culture, increase productivity, reduce turnover and builds better work and customer relationship which helps any organisation generate profits from the business. There are several models of employee engagement such as Maslow’s Hierarchy of Needs, the Zinger Model of employee engagement, The Kahn Model and so on. Maslow’s hierarchy of needs explains that if an organisation keeps an eye on self-actualisation, esteem, belongings and love, safety requirements and psychological requirements then the organisation will be able to implement employee engagement within the organisation (Hopper, 2020). 

	Training Notes: In addition, the employees will be able to secure their job and they will be able to manage situations properly when needed. Zinger’s model of employee engagement keeps eye on strategy and organisation and recognises employee energy. Moreover, this also focuses on the needs of employees which is also effective for employee engagement. Engaged employees will be more aligned with the mission and goal of the organisation. The Khan Model of employee engagement discusses three dimensions of engagement as psychological, cognitive and emotional engagement (Leong et al., 2022). If an organisation increase role performance through physical, emotional and cognitive self-investment.

	Best practice in housekeeping: For best practice in housekeeping, an organisation has to keep an eye on several things like steep up efficiency with full automation, allocating resources properly, maximising communications and maintaining proper inventory. By maintaining all these things within business, a hotel can best practice housekeeping and maintain the health and safety of customers in the hospitality industry (Firth, 2021). After implementing automation in the housekeeping department, a hotel will maintain healthy and safety properly. Moreover, housekeeping staff can also do their job efficiently. Apart from this, the management department of the hotel has to proper resources to the housekeeping department. 

	Training Notes: In addition, the hotel has to appoint more staff in their hotel for providing quality service to guests. Supervisors have to check the staff roster properly for knowing the number of housekeepers working on a shift and have to allocate those resources accordingly (Roshanali, 2022). Moreover, maintaining adequate stock items can significantly influence the guest’s satisfaction. Hence, overstocked suppliers can increase the cost of the hotel, but the hotel can fulfil the needs of its guests. In addition, the department of housekeeping of a hotel has to communicate with each other effectively so that they can become successful in their tasks.

	Application of model: Premier Inn is one of the largest hotels in the UK hotel chain which provides excellent service to its customers. The employee engagement model is also effective in the hotel. They maintain a positive and flexible working environment for engaging employees in their business and support them to maintain balance in their personal and professional life. Therefore, it can be stated that Premier Inn follows Maslow’s Hierarchy of Needs for employee engagement.

	Training Notes: Marriott is another largest hotel in the hospitality industry and they also provide excellent service to their customers as their employees are engaged with the hotel. Marriott keep eye on the physical and mental health of their employees and it can be mentioned that this hotel follows the Zinger Model of employee engagement. In addition, Hilton engages their employees by offering them rewards, programming events and acknowledging their excellence. Therefore, it can be stated that Hilton follows The Kahn Model of employee engagement.

	Recommendation: After the analysis, it can be recommended to Hotel Trinity that they can follow Maslow’s Hierarchy of Needs for employee engagement in their business as this is one of the most effective models. By implementing this in the business, the hotel will be able to take mental as well as physical care of their employees which will make them satisfied. 

	Training Notes: In addition, after being satisfied by employers, employees will provide effective and efficient service to customers which supports the business in organisational development.

	Conclusion: From the above analysis, it can be concluded that the housekeeping department of a hotel has to maintain proper safety and health for making customers happy and satisfied.  For overcoming all the issues, the housekeeping staff need proper training. 

	Training Notes: In addition, the hotel also has to implement an employee engagement model for increasing employee engagement to provide excellent service to customers.
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Current issues in the housekeeping department

® Guests are complaining several times as they are facing issues
related to housekeeping in a hotel. As housekeepers do not clean all
the rooms properly, therefore, rubbish are staying under the bed

which may cause health issues for customers.

rom this, bathrooms are not cleaned by the housekeeper and
the/sight of hair on the floors shows the uncleanness of the hotel.
oreover, the fingerprint on the mirror, as well as the window,

shows that someone else was staying recently in the same room
(Fallon and Rutherford, 2010).

In addition, unclean curtains also imply the issue of housekeeping in

a hotel. All these things may cause health issues for customers,

therefore, a hotel has to focus on such matters.
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Housekeeping standards

®» There are several things which are done by housekeepers within the

hospitality industry.

= A housekeeper has to clean the kitchen, bathrooms, bedrooms and
common passage of a hotel. In a hotel, the kitchen is one of the most
used places and without properly cleaning this area, the health of

people may be affected (Vallen and Vallen, 2012).

® As cooking and eating mainly happen in a kitchen of a hotel, then
this area must be clean. Bathrooms are mainly smaller spaces and

the housekeeper of a hotel must clean this area.
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Housekeeping standards to address current issues

= For avoiding current issues of housekeeping, housekeepers have to

clean all the areas properly. Housekeepers have to wash and dry all

dishes.

Then the floor must weep and mopped for avoiding issues. All the
age in the kitchen must clean so that they can take care of the

ealth of their customers (Ferdinand and Kitchin, 2017).

In the case of a bathroom, housekeepers have to clean the mirror,
disinfect the toilet, clean all the garbage and wash the rugs. For

cleaning the bedrooms of a hotel, a housekeeper has to move all

pieces of furniture for cleaning the room easily.
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Health and safety procedures in housekeeping

A housekeeper of a hotel has to maintain health and safety
procedures so that they can take better care of their customers. For
maintaining safety, passages must be clean and dry for preventing

slips, trips and falls.

Apart from this, the drainage must be present and have to clean
regularly to maintain health procedures in the hospitality industry

(Sadhale, 2021).

Housekeepers have to carry out fire safety risk assessments so that
they can avoid accidental fires. Moreover, risk assessments have to
review and update regularly. Health and safety are one of the most

necessary things required by customers while travelling.
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Employee engagement model

= Employee engagement is needed for any organisation for providing
effective service to customers and maintain workplace relationships.
Employee engagement improves the work culture, increase productivity,
reduce turnover and builds better work and customer relationship which

helps any organisation generate profits from the business.

here are several models of employee engagement such as Maslow’s
Hierarchy of Needs, the Zinger Model of employee engagement, The
Kahn Model and so on.

Maslow’s hierarchy of needs explains that if an organisation keeps an
eye on self-actualisation, esteem, belongings and love, safety

requirements and psychological requirements then the organisation will

be able to implement employee engagement within the organisation

(Hopper, 2020).
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Best practice in housekeeping

» For best practice in housekeeping, an organisation have to keep an
eye on several things like steep up efficiency with full automation,
allocating resources properly, maximising communications and

maintaining proper inventory.

» By maintaining all these things within business, a hotel can best
practice housekeeping and maintain the health and safety of

customers in the hospitality industry (Firth, 2021).

» After implementing automation in the housekeeping department, a
hotel will maintain healthy and safety properly. Moreover,
housekeeping staff can also do their job efficiently. Apart from this,
the management department of the hotel has to proper resources to

the housekeeping department.
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» Premier Inn is one of the largest hotels in the UK hotel chain which

provides excellent service to its customers.

» The employee engagement model is also effective in the hotel. They
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Recommendation

» After the analysis, it can be recommended to Hotel
Trinity that they can follow Maslow’s Hierarchy of
Needs for employee engagement in their business as this

is one of the most effective models.
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employees which will make them satisfied.
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Introduction
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