	
[image: UWTSD new Logo]

Component One:
What are the key skills required when working in the housekeeping team? 750 words (+/- 10%)


Contribution to Overall Module Assessment: 25%
	Student No:
	2210053
Raluca Ioana Simonca
	

	
	
Module Title:
	Operating Hotel Facilities
	

	
	Module Code:
	BMIH4006
	

	
	Lecturer:
	Lisa Bassler
	

	
	
	
	

	
I have a great experience with very nice and hardworking people. I do my placement at the Novotel Wembley. Novotel is a clean and busy hotel with different types of guests. From my experience with the housekeeping team could I seen how they clean the rooms and public areas.
In my opinion cleaning is a housekeeper's main responsibility. With the right equipment, a housekeeper should be able to clean a wide range of messes on practically every surface. But it's crucial to keep in mind that this greater, overarching skill actually combines a number of other skills. A member team must be able to clean floors as well as specific items like plates and trinkets. Additionally, ironing and laundry cleaning are important. (Indeed,2023)
From my experience during the placement with housekeeping team I think a housekeeper have need a numerous key skills. One of the most important skills is paying attention to the details. Housekeepers are in charge of maintaining a variety of surfaces and locations. I seen they doing their responsibilities completely and in accordance with employer requirements because they are detail-oriented. Their employers want them to take care of stains, dust, and other small things in addition to clearing away obvious litter and debris. I think housekeepers should strive to leave the workplace cleaner than when they found it.
I also believe that organisation skill is a crucial ability. For a housekeeper to succeed, organisation skills are essential. They'll need to keep track of a lot of duties and tasks, as well as organise their supplies and equipment. Overall, I believe that being organised will help them do their jobs to the very best of their abilities. (Axelrod,2023)
I seen the team members from houskeeping team double-check their housekeeping cart to make sure they have the necessary supplies when the shift is start.When they enter in a room, turn completely around. This aids in identifying and setting up their top cleaning priorities for that area.
In this particular hotel I seen working under pressure is very important skill for their employees. The staff from housekeeping are in a rush sometimes because the guests are having late check-out and they have to prepare the rooms for guests who are coming for check-in. I seen a good communication between reception team, housekeeping manager and floor supervisors.
To guarantee that the task is completed quickly and effectively without sacrificing guest happiness, hotel housekeepers will need to communicate with management and guests on an equal basis. (Poloandtweed,2020)
	In my opinion teamwork is also a very important skill. The first top ability that any excellent hotel housekeeper should possess is the capacity for teamwork. Whether they are employed by a tiny boutique hotel or an enormous resort. There is a good chance that they can collaborate with someone. Here at the hotel are various team members, ranging in experience from less experienced to more experienced. Consequently, a top skill for a fantastic hotel housekeeper is the capacity to work
well in a team. They should feel at ease taking in instructions and obeying commands.
Flexibility is another important skill. I think a versatile housekeeper is one who is able to work whenever necessary and who is adaptable to novel and unanticipated circumstances. No matter what the specifics of the job are, a housekeeper may be required to work irregular hours. The specifics of the work aren't always the same, too. You must demonstrate your ability to adjust to shifting circumstances without sacrificing quality of work.(Resume,2020)
	I think politeness is a key skill and every team member from all departements should be have it. Hotel housekeepers need to have good guest relations skills since they enable effective interactions with visitors. Being amiable, grinning, and extending a greeting to customers when they enter the hotel or when their rooms need cleaning are examples of good guest service qualities. Additionally, you must be able to answer inquiries from visitors regarding the hotel's services and amenities and point them in the right direction.
	Because a housekeeper is working alongside guests personal possessions while the room may contain incredibly pricey goods. everything from designer clothing to jewellery and other priceless goods.I think a trustworthy is a really crucial top skill for a hotel housekeeper to possess. They need to have the guests' trust before they enter their rooms, tidy up around their stuff, and keep them secure. Being discreet is a high talent. There may be instances when they need to clean, deliver, or turn down guests while they are in the room. The key is discretion. (Sears, 2022)
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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?


	
Dust on the the edge of the bed

	The team member don’t pay enough attention
	I do apologies to the guest and I am asking the team member to clean again 
	Each room should be exceptionally clean. Make sure a housekeeper inspects and thoroughly cleans any rooms that aren't used frequently so they are tidy and welcoming for any new visitors
	Guarantee clear communication. 
A good communication is vital for work in team

	
Hair on the bathroom

	The team member doesn’t clean properly
	I do apologies to the guest and I am offering a coffee at the hotel bar while their rooms will be cleaned and asking the tean member return to clean 
	To ensure that all of the staff members consistently provide quality work, conduct random checks each week
	Determine the team's strengths and weaknesses. 

	
Dirty duvet cover

	New team member
	I do apologies to the guest and I am asking a team member to change the duvet cover and check the linen
	Provide a check list and ensure the member staff understand all the tasks 
	To keep the workers motivated, incentive programmes may be implemented. (increase the salary, vouchers, lunch-outs)

	
Rubbish under the bed

	Team member rush
	I do apologies to the guest and I am asking the team member to clean 
	Assure the team members have plenty time allocated to each room
	Make sure each person's role and responsibilities are made clear.

	The shower was no cleaned
	Team member don’t have enough training
	I do apologies to the guest and I am offer to move in another room. Ask team member return and clean properly
	Having quality products, microfiber cloths, productivity level become more efficient
	Analyse the team's present skills (both soft and hard) and provide regular feedback and training




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: In the next slides is presented importance of a good housekeeping, how poor housekeeping affects the brand and health and safety of housekeeping team members. 
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	Training Notes: Brand standards housekeeping refers to the guidelines and procedures developed by a hotel brand to ensure that the department maintain a consinstent level of cleanliness and organization
Standard hotel housekeeping may cover:
· Cleaning procedures (the use of cleaning products and equipment)
· Room amenities (room provisions)
· Room inspection (ensure the room are well-maintained)
· Training (staff training and development)
· Safety and security (lost items, reporting incidents, privacy of guests) Bngkolkata (2023).
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	Training Notes: How to be a good housekeeper
· Making sure that the rooms and other places are maintained clean every day
· Keep an eye out for any belongings that a visitor may have forgotten to take with them 
· Contact immediately maintance department if you see light issues or furniture needed be repaired
· Respond instantly to guests requests(Poloandtweed,2020)
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	Training Notes: Housekeeping
responsibilities
· Organize your tools
· Set a timer for each room
· Knock the doors all the time
· Let fresh air and light in the room
· Make the beds
· Change the towels
· Clean bathroom
· Dust and vacuum
· Refill the mini bar
· Report any issues to your Team Leader (JD&RE,2023)
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	Training Notes: Housekeeping checklist
for Team Leaders
· View the list of rooms and their statuses
· Print out the cleaning schedule
· Share housekeeping info with the teams by app
· Mark rooms as cleaned, add notes
· Run reports (Climbtheladder,2022)
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	Training Notes: Use the correct cleaning materials
· Use the right products:
-green cloth (for bathroom)
-red cloth (for dust)
-blue cloth (for glass and windows)
· Chemichals:
-clear (toilet)
-blue (glass)
-red (dust) (Rachna,2017)
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	Training Notes: Poor houskeeping
· Untidiness
· Disorder
· Broken lights
· Housekeeping personnel appear unprofessional
· Hair on the bath floor
· Bad manners
· Fingerprints on mirrors
· No enough toiletries (Elphick,2022)
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	Training Notes: Cost of poor housekeeping
· A positive experience with cleaning might influence a guest's decision to return to the hotel, while a negative one can leave a negative impression and this result  BAD REVIEWS
· The Emprise white paper states that 97% of visitors consider cleanliness to be crucial when choosing a place to stay.
· According to an Emprise survey, hotels can lose about 30 guests with only one unfavourable review. (Booking Factory,2022)
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	Training Notes: Housekeeping hazards
· Exposure to chemicals including skin reactions or respiratory illnesses
· Exposure to infectious from dirty linens
· Slips and fall
· Workplace violence
· Handling of heavy equipment
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	Training Notes: How to prevent hazards
· Know potential hazards
· When handling cleaning products, put on the appropriate protection gear
· Wash your hand frequently
· Know emergency contact number
· Use long-handled tools to prevent bending and stretching
· Practice good housekeeping rules(CCOHS,2023)
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                       How to be a good housekeeper • Making sure that the rooms and other places are maintained clean every day • Keep an eye out for any belongings that a visitor may have forgotten to take with them • Contact immediately maintance department if you see light issues or furniture needed be repaired • Respond instantly to guests requests( Poloandtweed , 2020)
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                       Housekeeping responsabilities • Organize your tools • Set a timer for each room • Knock the doors all the time • Let fresh air and light in the room • Make the beds • Change the towels • Clean bathroom • Dust and vacuum • Refill the mini bar • Report any issues to your Team Leader ( JD&RE,2023)
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                       Housekeeping checklist for Team Leaders • View the list of rooms and their statuses • Print out the cleaning schedule • Share housekeeping info with the teams by app • Mark rooms as cleaned, add notes • Run reports ( Climbtheladder , 2022)
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                       Use the correct cleaning materials • Use the right products: - green cloth (for bathroom) - red cloth (for dust) - blue cloth (for glass and windows) • Chemichals : - clear (toilet) - blue (glass) - red (dust ) ( Rachna,2017)
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                       Poor houskeeping • Untidiness • Disorder • Broken lights • Housekeeping personnel appear unprofessional • Hair on the bath floor • Bad manners • Fingerprints on mirrors • No enough toiletries ( Elphick,2022)
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           Cost of poor housekeeping     • A positive experience with cleaning might influence a guest's decision to return to the hotel, while a negative one can leave a negative impression and this can result BAD REVIEWS • The Emprise white paper states that 97% of visitors consider cleanliness to be crucial when choosing a place to stay . • According to an Emprise survey, hotels can lose about 30 guests with only one unfavourable review. (Booking Factory,2022)
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                   Housekeeping hazards • Exposure to chemicals including skin reactions or respiratory illnesses • Exposure to infectious from dirty linens • Slips and fall • Workplace violence • Handling of heavy equipment
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           How to prevent hazards • Know potential hazards • When handling cleaning products, put on the appropriate protection gear • Wash your hand frequently • Know emergency contact number • Practice good housekeeping rules • Use long - handled tools to minimise bending and stretching. ( CCOHS,2023)  
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                    Brand standard Health and safety Hotel Trinity Houskeeping  


