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Housekeeping encompasses all the tasks necessary to provide a clean and aesthetically beautiful environment. These tasks include vacuuming , mopping , dusting , sweeping , infection control ,bathroom and bedroom cleaning .  Housekeeping skills are a vital set of skills that make housekeepers more methodical and competent in their work (Tra, 2020). This part of the assignment aims to highlight the key skills required of housekeepers as well as the importance of housekeeping in the hospitality industry. I will also provide personal reflection linking theoretical knowledge to the practical domain.
Time Management Skills: From my own experience, time management skills are considered vital skills for housekeepers. As a housekeeper, I have to perform several cleanings every day, complete the tasks within a stipulated time frame and according to the requirements of the customers (Sawyers, 2018). In the Premier Inn hotel, there is a fixed time of 25 minutes for a single room and 30 minutes for a double or triple room, so you can manage your time to complete the tasks. This knowledge is vital for me because I can make myself a daily planner for all the tasks I will have to do as a housekeeper.
Communication skills: to know what a client expects from my housekeeping services, the main key is to communicate regularly with hotel clients, to make sure they are satisfied after each cleaning. If they are not satisfied, I can ask specific questions about what they would like to see improved. Housekeepers must constantly communicate with customers, colleagues and superiors to ensure that the objectives of each cleaning task are coherently understood (Olimovich et al., 2020).  A lack of this skill will prevent housekeepers from achieving their cleaning goals.
Attention: Housekeepers must pay attention to every small detail while performing cleaning chores. Organizing items in the room as well as cleaning the room requires an eye for detail from the housekeeping department (ResumeCat, 2022). These chores must be executed with utmost perfection. Otherwise, it could lead to conflicts between colleagues and guests alike. Untidy and unorganized rooms and corridors can have detrimental effects on brand images. This will consequently be unfortunate to the organization's business. I will have to be very attentive in the execution of cleaning tasks in order to complete my tasks successfully.
Interpersonal skills: Reliability and teamwork will enable me and others to work systematically in the group. Responsibility and motivation will empower me to become more able in the field. Patience is required to clean room thoroughly to stop conflicts made by the guests and sometimes by other team members. Housekeepers often work directly with clients and also must be able to work well with others to be successful at their job. Common interpersonal skills needed by housekeepers to perform their job well include dependability, teamwork and responsibility.
Housekeeping Skills: These skills are directly related to their job and include sweeping, carpet cleaning, deep cleaning, dusting, and other chores. These skills are the most vital skill for housekeepers. In the Premier Inn hotel I was trained to achieve these skills. Acquiring these hard skills will make getting hired as a housekeeper in an organization way easier.
Problem-solving skills: This is a vital skill for housekeepers. Several problems may arise on a regular day like a rude and dissatisfied customer, problems with colleagues, and alternatively disquieted supervisors (ResumeCat, 2022). This problem needs to be handled by the housekeepers conscientiously. I have to use patience as well as critical thinking to manage the possible situations. I have to pay attention to the problem and develop a proper solution for it.
Organized, self-disciplined nature and work ethic: These are inherent skills that make a significant difference between a competent and incompetent housekeeper. Good organization is a significant skill for a housekeeper (Sawyers, 2018). Being organized allows me to delegate and prioritize my tasks, allowing me to achieve all of my cleaning goals. As a housekeeper, self-discipline will enable me to perform my duties honestly and methodically. A good work ethic will allow me to be an exemplary employee, a dedicated team member and a reliable customer service person.
Housekeeping is essential for any organization operating in the hospitality sector. In the case of the hotel industry, housekeeping helps to keep the rooms, corridors and areas around the hotel immaculate and clean (Bradley, 2023). This is vital to enhance the brand image of the hotel. Increasing the brand image will directly lead to more customers for the hotel. This will increase the hotel's revenue, making it more successful.
This part of the task successfully described the key skills of housekeepers. It also aligned the theoretical knowledge with the practical domain with the help of personal reflection. We have also briefly described the importance of housekeeping in the hospitality sector.
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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?


	As a result of a guest's complaint that their room wasn't clean when they arrived. This is an urgent issue that has to be fixed quickly to avoid further harm to the hotel's reputation and the loss of bookings. A failure to effectively communicate or a failure to pay close enough attention to detail by one or more team members is likely to blame.


	The room may not have been cleaned well before the guest's arrival for a variety of reasons. Among the possible causes are:
It's possible that the team members tasked with cleaning the room lacked the proper training or just failed to fully grasp the importance of giving the task their full attention.
Time constraints: It's probable that the staff members felt rushed to clean a large number of rooms in a short period of time, leading to the neglect of certain areas.
	As the team leader, your first order of business is to apologise to the client and get started on fixing the situation immediately. To show the guest that their concerns have been heard, the hotel may reassign a different staff person to clean the room, provide them a complimentary upgrade or a discount, or take any number of other appropriate actions.
Identifying the root causes of the problem and then taking preventative action is just as important as finding a fix for the current issue. Some possible steps are as follows:

Analyzing the cleaning procedures in depth It's important to take a close look at the cleaning processes to identify any room for improvement. The cleaning checklist may need to be updated, or staff members may benefit from further training.
	To lessen the chances that difficulties of the same sort may develop in the future, it is essential to take preventative action and implement measures that will boost the overall performance of the team. Here are some potential solutions:
persistent training Members of the team may be more likely to grasp the value of meticulous cleaning if they are provided with ongoing training in the skills and knowledge they'll need to do their jobs effectively.
Facilitating an atmosphere of honest dialogue To ensure that all members of the team understand and adhere to the same high standards, it might be helpful to foster an atmosphere that promotes open communication between management and team members.
	When looking for ways to boost a team's output, it's important to focus first on building a strong team culture and providing team members with the tools and encouragement they need to do their tasks. What follows are some approaches that may be implemented to make teams more efficient:
Establishing clear divisions of labour may go a long way towards making sure everyone on a team knows their part and is held accountable for their work.
Promoting the worth of teamwork may help build morale on a team and inspire individuals to work together to achieve a common goal.

	Places that are filthy or unsanitary Guests raise concerns about the cleanliness of their rooms upon arrival. Some examples of this are unkempt bathrooms, stained sheets and towels, and discarded trash.

	Lack of suitable training of housekeeping workers, insufficient cleaning materials, or inadequate staffing, leading to a hasty cleaning procedure are all potential causes of unclean or unhygienic rooms.
	Responding quickly to the visitor who has lodged a complaint is a top priority for me. I'd listen carefully to their complaints and try to understand why they're upset.

After hearing the guest's complaint, I would investigate the situation and attempt to determine the root of the problem. I'd talk to the people in charge of cleaning, maintenance, and anything else that could be important to figure out what's going on.

As soon as the cause of the issue has been determined, I would immediately go about trying to resolve it. This may need a second cleaning of the region, the repair of a broken piece of equipment or appliance, or the solving of some other problem that is contributing to the symptom.

In order to show my appreciation for the tourist and make up for the problems they've had, I may give them a complimentary meal or a discount on their room charge.

If you want to avoid having to deal with such complaints in the future, it's important to take preventative steps including increasing the amount of training given to cleaning employees, establishing regular maintenance schedules, and keeping close tabs on how guests are treated. I would take this step to forestall the recurrence of difficulties of a similar kind.
	
	Training for the employees on a regular basis: I would make sure that the personnel received training on a regular basis in order to develop their abilities and understanding of hotel operations, customer service, and safety procedures.

	Substandard Maintenance issues, such as malfunctioning appliances, broken HVAC, or dripping pipes, may greet visitors upon their arrival at a rental home.


	Failure to replace or repair worn out or outdated machinery in a timely manner is another common cause of maintenance problems. Lack of maintenance resources and poorly trained workers might also contribute to this issue.
	Responding quickly to the visitor who has lodged a complaint is a top priority for me. I'd listen carefully to their complaints and try to understand why they're upset.

After hearing the guest's complaint, I would investigate the situation and attempt to determine the root of the problem. I'd talk to the people in charge of cleaning, maintenance, and anything else that could be important to figure out what's going on.

As soon as the cause of the issue has been determined, I would immediately go about trying to resolve it. This may need a second cleaning of the region, the repair of a broken piece of equipment or appliance, or the solving of some other problem that is contributing to the symptom.

In order to show my appreciation for the tourist and make up for the problems they've had, I may give them a complimentary meal or a discount on their room charge.

If you want to avoid having to deal with such complaints in the future, it's important to take preventative steps including increasing the amount of training given to cleaning employees, establishing regular maintenance schedules, and keeping close tabs on how guests are treated. I would take this step to forestall the recurrence of difficulties of a similar kind.
	Clear communication channels: In order to reduce the number of misunderstandings and errors, I would make sure that all of the staff members had access to clear communication channels and I would promote open communication.
	

	Guests report noise issues to the front desk at check-in. These include complaints about other guests, loud music, or outdoor noise.

A slow check-in process, such as having to wait in line for a long time or having difficulty with the details of their bookings, is likely to aggravate guests.
	Noise Disturbances Noise disturbances may develop for a number of reasons, including inadequate soundproofing, noisy and impolite visitors, or external influences such as neighbouring construction or traffic.
	Responding quickly to the visitor who has lodged a complaint is a top priority for me. I'd listen carefully to their complaints and try to understand why they're upset.

After hearing the guest's complaint, I would investigate the situation and attempt to determine the root of the problem. I'd talk to the people in charge of cleaning, maintenance, and anything else that could be important to figure out what's going on.
As soon as the cause of the issue has been determined, I would immediately go about trying to resolve it. This may need a second cleaning of the region, the repair of a broken piece of equipment or appliance, or the solving of some other problem that is contributing to the symptom. In order to show my appreciation for the tourist and make up for the problems they've had, I may give them a complimentary meal or a discount on their room charge.
	Fostering a culture of cooperation and support I would endeavour to establish a culture that values collaboration and would encourage its members to work together.
	




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: My name is Natalia Ciuntu, in this presentation I will try to present a scenario about the qualification requirements and the housekeeping process in Hotel Premier Inn Luton

	




Introduction





	Training Notes: The presentation will describe the qualification requirements and procedure for employees in the cleaning department in the Premier Inn Luton Hotel .The presentation will discuss the skills needed to improve hotel services. The roles and responsibilities of the housekeeping department will also be discussed with empowerment, training, scheduling and action planning.
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	Training Notes: In the Premier Inn hotel cleanliness, hygiene, safety and maintenance of carpets and floors are the main responsibilities of the housekeeping department.
According to , restroom hygiene practices are extremely important to ensure guest safety. To clean a room at the Premier Inn hotel, the following equipment is used: clothes, sponge, vacuum cleaner and the following chemicals: Sami 4 in 1, Toilet Shield Suma Light, DIO.

	




	Training Note: Moreover, the team working skills, health and safety skills are also very important to establish eminent service quality. The employers are required to be monitored daily for their skill improvement in team working.
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	Training Notes: Moreover, the encouragement of profitable ideas, schedule planning and room service qualities can increase the engagement of the employees . Therefore, it can also improve the service quality, sense of hygiene and proactive engagement in the service compliance of   Hotel Premier Inn
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	Training Notes: The communication quality among managers, staff and customers’ needs to be established with the help of behavioural training, and communication skill training process.
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	Training Notes: Hiring new staff and training them with new technologies like room service assistants can allow the housekeeping department to enhance the service. The new staff will be interested in the formulation of the service needs based on the smart room assistance which can increase the expertise on room service and food inventory requirements.
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	Training Notes: The managers are required to monitor if the employees are sticking to the routine or are not sufficiently engaged with the activities. In this case, the managers are required to advocate a separate team working practice to increase employee engagement

	







	Training Notes: The housekeeping department's roles and responsibilities have been discussed in the first section of the slideshow. According to the discussion, the proper skill development, empowerment and continuous engagement of the employees can enhance the service quality of  Hotel Premier Inn . The following part has discussed the application of the “ 4Es “employee engagement model along with the corresponding training process.  
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	Training Notes:
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Roles and responsibilities of
housekeeping department in
hospitality

« Cleanliness, hygiene, safety, and continuous
maintenance of the rug, carpet and floor are the
major responsibilities of the housekeeping
department.

* Accordingto, the washroom hygiene practices are
extremely important in these post-pandemic times to
ensure the safety of the guests.

* The housekeeping department is responsible for
communicating with the booking department
regarding the medical history of the guests (Monster,
2022).
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Employee engagement model

* According to Alberti and lannuzzi (2020),
the” 4Es “model is one of the most popular ENABLE
employee engagement models that focuses
on the enabling, empowerment,
encouragement and energy of the
employees.

* The implication of the “4Es” model can be
achieved by separately influencing the
empowerment and encouragement of
housekeeping staff (Joshi, 2021).

* The managers are required to provide clear
instructions regarding individual
responsibilities and accountabilities.

ENGAGE
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Action plan for active
engagement of the staff

* Streamlining the instructions, and actions
in hygiene maintenance can increase the
assurance of health and safety measures.

* Hotel Premier Inn needs to centralise
the health and safety services to one
team of the housekeeping department.

* The housekeeping department needs to
correlate the team synergy and
functional relation between fooding and
room service.
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Training schedule

. . Support statt
* According to (Mudassar, H).inventory

management is extensively needed for the
sustainability of the housekeeping
department.

Management

* The housekeeping department is required to Contactpersonnel Other customers
invest in technology and use the logistics
process for the check-in and check-out of the \ /
materials, and components in the inventory. Customers

* This can allow the department to keep a track \
of the components used in daily operations.

Service system

Products and service escape

* According to (Mudassar, H.) therefore, They

might never get out of storage in terms of
cleaning tools or equipment. Competitors Infrastructure Society
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Evaluating the progress of
the staff

* The managers in the housekeeping department are
required to monitor the progress of the staff in their
skill development.

* The evaluation of each activity achieving the hygiene
and safety standard is required for an enhanced and
sustainable quality of the Hotel Premier Inn .

* The proper instruction generation for the daily
scheduling and routine of the maintenance activities
is required to be created.
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