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According to Kate Nicholls, the head executive of the UK hospitality of the "United Kingdom's principal industry membership body", the accommodation industry faced a low staffing issue regarding optimism and relentlessly positive impact on the Hotel sector, which recorded 20 billion pounds as a loss. The lack of skills of the housekeeping team resulted in low collaboration and teamwork in order to satisfy guests or their better hospitality experiences (Baker, 2022). In order to create a safe and secure working environment, the British accommodation business faces a high threat of being underpaid and bullied by their senior members. For example, in 2015, six female housekeepers in London reported getting underpaid; 6.50 pounds per hour to work 8 hours and clean 13 rooms per day, whereas the average living wage is 9.15 pounds per hour (López-Andreu and Hamedani, 2019). That indicates the hospital sector requires well-managed, well-structured, and skilled housekeepers and practical training sessions to justify a high occupancy rate and get paid for room attendants, which varies from 2.30 pounds to 3.75 pounds per hour. 
Furthermore, not getting clear instructions, communication gaps, being distracted by chatty guests, cleanness issues, disorganisation, and inadequate knowledge of cleaning tools are significant skills gaps of housekeepers that indirectly impact the hotel's reputation. For instance, Premier Inn is alleged by its guests to have been discarded by the existing housekeeper's behaviours and cleaning issues, including not cleaning the toilet, dirty towels, and bathroom. Consequently, 95% of residents of Premier Inn rated 4-5 by judging cleanliness, which requires developmental skills training (Harmer, 2018). 
The essential skills need the housekeeping department of each accommodation business to mitigate the identified issues. Hard and soft skills are both important in order to make an effective and trusted housekeeping team. Hard skills: Mopping, cleaning, sweeping, polishing, vacuuming, and dusting are the major hard skills of an efficient housekeeper. In order to increase hard skills, it needs effective communication with guests, training with a clear understanding of the methods of cleaning equipment, and organising. In order to enhance organisational abilities, it needs to practise organising cleaning equipment resources, tasks, and tools. Also, it requires improving the relevant skills through pursuing programmes in housekeeping lessons (Bbc.co.uk, 2023). Moreover, it identifies the critical skills of brief understanding of guest expectations from their services through maintaining contact with guests as well as asking them particular questions about their expectations or “like to change”. 
Soft skills: Here discussed the four essential traits of a practical and good housekeeper in order to operate managerial decisions regarding cleaning operations in the hotel business in a positive direction. Time management skills: It is essential, along with changing and stripping lines, time managing skills; the right time to arrive at the job and finish without any delay that was set by the floor manager (Shaikh, 2018). An online calendar and to-do list software stores the details of customers' dislikes and likes.
Independently and work diligently: Ensuring the use of a minimum number of phones to avoid distractions during working hours. It is simple to focus on their ultimate goals and increase their productivity by creating more individual creativity and opportunities in order to bring their vision to work. Working with diligence allows them to learn from their team members, which enhances their updates and increases job satisfaction. Self-discipline: Mostly, housekeeping activities may involve unpleasant and tedious tasks that require the self-discipline to minimise or avoid repeating professional mistakes (Axelrod and Tieperman, 2022).
Thoroughness: Focusing and feeling energetic on personal improvement helps increase productivity through replenishing themselves and taking breaks, to enhance their thoroughness and trustworthiness and fulfil their responsibility with honesty and integrity in order to eliminate the chances of fraud or customer allegations of theft because they had the responsibility to take care of many valuable accessories of guests, such as jewellery, expensive items, and money (Josipović et al.., 2020). Communication skills: Lack of teamwork lead to team failures, observe in the job field of housekeeping that causes ineffective communication. It requires balancing professional and personal work and managing the workload through excellent communication skills to keep organised thoughts.
Conflicts resolution: Conflicts occur due to team members' different opinions, which required to gain capabilities to control conflicts with a strategic solution to develop a successful relationship between workers to improve hotel and department productivity. Priority management with interpersonal skills and critical thinking: To understand guests' needs, housekeepers are required to gain critical thinking abilities to make decisions collaboratively and methodically and problem-solving skills, fostering innovation. It allows creating a "step-by-step" procedure from problem identification to solution development (Andrade et al., 2020). In order to build a comfortable and transparent team culture the housekeeping department needs to focus on interpersonal skills achievement. It requires practising different management tools in order to generate less stress and more productive housekeeping activities. 
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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? 

	 
Organise working schedule and lack of teamwork 
 
	It might be occurred due to a lack of commitment, trust, and responsibility. Again, there is a lack of understanding of the job role and concentration on goals to ensure guests' expectations and needs.  
	 It creates compelling and open communication with me before starting my daily job assignment, eliminating the uncertainty that creates boundaries to meet guest satisfaction. 
	I will use Clever Control tools that include monitoring staff through computers in order to maintain guest security. Hubstaff, ActivTrack, Interguard, and Teramind are software that requires to use in housekeeping lessons to observe individual housekeeper performance while performing their role and responsibilities. 
	I was limiting distractions by splitting job roles into milestones while avoiding multitasking. I will schedule time for spending time on an individual's phone. I also measure my colleague's effectiveness by providing random rewards. 

	Lack of knowledge in technology in order to provide excellent customer service 
 
 
	According to the "Oracle 2025 hotel survey", guests are more engaged with the same accommodation brands that offer new technology experiences and use innovative tools for cleaning procedures to limit human errors. The housekeeping department needs to deeply understand various customer trends and how to attract them through providing facilities and services. 
	Use software to create higher productivity in work to maintain cleanliness and enhance work performance. 
	I started daily lessons and organised training in using vacuum cleaners, polishing machine, steam vapour tool, and floor scrubbers to give deep cleaning involving sanitised and visual cleaning. 
	The determination of effectiveness has been monitored by me my teammates by their increased productivity with minimum mistakes.

	 
 
 Reduced engagement 
	It has arisen due to a lack of connection and cultural and communication barriers. In order to make low a collaborative working schedule, there is a lack of employee engagement. 
	 I am focused on improving employee engagement in the housekeeping department by maintaining enthusiasm and focus.
	 I will propose 3C's model for employee engagement by allowing them to grow their progression by spending meaningful rotations and promotions. Also, I focused on improving competence by improving task-completing skills. I will train housekeepers to provide care to be spontaneous, sensitive, and empathic behaviours by minimising workload. 
	 It reflects on their quality and quantity output regarding performance. It will be effective by reducing guests' complaints regarding cleanliness. 

	 
Laziness and skill overlap
 
	 It occurred due to excessive workers during their sharing of specialities that helped to create inefficiencies and workplace conflicts: working isolation and lack of chances for direct interaction.
	 I allow great assigning and supervision in order to give emphatical project management to optimise misalignment.  Also, I concretely propose consistency and morale that lead to everyday work and efficiently meet the guest's expectations and targets to keep employees aligned with the company's vision.
	 I will define clear guidelines for housekeeping responsibilities to make sure of individual contributions by ignoring overlap skills. I will require competence at a specific interface with my teammates with skill mapping tools.
	I presented with the staff's skill set and inspired them to develop a portfolio to mobilise adjacency skills. I will adjust and implement a "career path strategy" to motivate workers to complete their roles honestly and honestly. Moreover, I focused on filling the skill gaps by improving their behavioural and psychological insights. This action plan will help identify the housekeeper's past mistakes and control the repetition. 

	 
Meaningful experiences
 
	Experiences would be accepted as a necessary extension to provide a high standard of customer service to increase the hotel's reputation and increase economic and guest retention. Bad past experiences and lack of clear communication with guests are some of the reasons for getting maximum complaints in the hotel industry. 
	I will analyse consumer interaction using Hubspot, Genius Prism, Netomi, Sprinkler, and Oracle. It helps collect information on customers' previous experiences, gather insights, and make decisions to enhance customer loyalty.
	The used tools help as a messaging platform to create an innovative conversational experience for guests and may be integrated and personalised business systems. I believe that AI implementation work in aiding and enhancing guest service teams in delivering better support.
	I measure the result of AI implementation to increase meaningful experiences in their collaborative work. 


 

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.

	The strategy implementation process in the hospitality industry is formulated to improve intensive performance due to environmental variability. Such strategic initiatives depend on maintaining and establishing boundaries over different competitors. Every sector has other characteristics considered by architects of implemented strategies during the execution. According to various studies( Iannuzzi and Sacchetto, 2022), improvement in hospitality facilities and essential training strategies significantly affect factors. These are differentiated into regularity and punctuality in the working state, requirements for cleaning must be cleaner and arranged for instant use, assignments must be carried out within allowed time, collected amenities must be in the correct amount, every individual associated with housekeeping must be co-operative and helpful in manner. Training of new recruiters must follow the continuation of acclimatisation of the housekeeping department.
 
 
 
 
 

	Training Notes: Including cleaning agents and equipment, including guest service, complaints and problems with cleaning.

	7s training module is the most implemented procedure for improvement in the hotel industry. Identifying department standards for new employees is the primary step in the strategy. They also made a comfortable environment for new workers by familiarising them with the rules and regulations of these housekeeping departments. Every employee needs to calculate the steps of the housekeeping process and make quality work together with co-workers committed to the company there (Mrunalini et al. 2021). These instructions are designated to help individuals who start performing tasks for hired responsibilities and regulate performance improvement factors. These training formats allow a newly recruited employee to begin an improvement method of various techniques.
 
 
 
 
 
 

	Training Notes: Skill improvement activities, systematic approach in working, maintaining regulators as cleaning, dusting, setup awareness and many more housekeeping services.

	 In order to introduce skill development to employees, hotels need to set for improving activities such as stimulating new employees to use specific techniques in bed making, dusting, setupsetup awareness, vacuuming, mirrors and windows cleaning, tidying rooms, schedule making, caring for complaints of clients, following industrial security (.Sukdeo, et al. 2020) Through, this implementation of development plans in housekeeping regulating managers should follows company rules and ensure product safety, maintaining sanitation procedure for toilets and tubs. In overall appearance, applied methods used in cleaning resulting desirable success in strategy implementation. 
 
 
 
 

	Training Notes: Remoting cleaning process, maturing cleaning products safety, ensuring day-to-day routine, accessing professionals for management.

	Withmore, recruited employees must have relative guidance in attitude management as it visualises their thinking on rooms and other substances that might need cleaning (Mahlaha et al. 2020). Every housekeeping attendant must put extra effort into providing standard services to the complaining customers. There are various areas where attitude guidance must be implemented: the hotel and company, the guest, disarrayed guestrooms, appropriate uniforms, overall appearance, immediate supervisor, department manager and hygienic issues.
 
 
 
 
 

	Training Notes: Guiding attitudes, department of management, supervision on stranded cleaning and services, maintaining rules and hotel regulations in the specification.

	 The major need for programming or training is to create potential employees to meet hotel strangers. In order to achieve success in the day-to-day tasks of housekeeping job, employees aimed to solve situations and issues with services efficiently. According to surveys on training methods, (Sun et.al. 2022) hotel facilities imitate the importance of presentation on tasks showing stranded manners of doing chores.
 	
 
 
 
 

	Training Notes: Monitoring standards guidelines for employees, programme presentation on job role, supervision on the meaning process in the regulated way of individuals.
                                            	


 
	 Trainers should gather areas of knowledge in which they need more management, mainly where the problems may occur and need to stimulate by putting efforts and serving quality performance to the specific hospitality company. By calculating losses and damages and noticeable damage risks (Malivan and Thanakunwutthirot,2019), new workers are strictly ordered to control issues and notify management about emergencies. On the other hand, they need information about employee benefits and rights, knowing the hotel's working format, dealing with customers, and giving directions on facilities and services. In this stage of training, new employees familiarise themselves with top managers through face-to-face meetings and dealing with them directly.
 
 
 
 
 

	Training Notes: Training on knowledgeable areas, upgrading employee benefits and rights, briefing grievance procedures, and directing hotel layout.

	 Differentiation of training process in the housekeeping department conducts ongoing training for new workers. In this programme, the department arranges several activities like changing the behavioural aspects of new employees during their job role and making participation of trainees in purchasing cleaning goods and other necessary equipment (.Jozinović et al. 2021). Also, they obtained the ability to differentiate equipment present and past, giving knowledge about new tools and operating procedures. During these training processes, managers and supervisors are needed to witness all weaknesses and qualities of new employees. In the end, this method established the need for real-life working scenarios.
 
 
 
 
 
 

	Training Notes: Deficiency of execution and knowledge, correcting in all ways, and determining new employees' needs.

	All phases of the training process are the implication of the strategy to improve the performance of new employees under the housekeeping manager's supervision (Kittel et al. 2021). This training method is classified as on-job training and off-job training. On-the-job techniques include learning and doing advantages, where the trainer demonstrates methods, and the employee replicates that same. At the same time, this on-the-job process is more time-consuming and expensive to implement and less productive until increasing employee potential. In the case of off-the-job training, it is designated away from job place through workshops, lectures, seminars, demonstrations, and conferences.
 
 
 
 
 
 

	Training Notes: Defining training methods and processing schedule, stating its advantages and disadvantages, and reflecting training outcomes.

	There are many other approaches to the training process; one of these are simulation training in which a setup is created to train new employees. In order to progress regular productivity in-room cleaning (.Kajiura, et al. 2021)The whole process of stimulating training can be repeated if required; it is an excellent way to achieve success in training by reducing training funds and other expenses of cleaning procedures. 
 
 
 
 
 
 

	Training Notes: Generating stimulation in training, reducing training expenses, create a discussion for new employees.

	Although there are many other strategies, such are induction training, remedial training, refresher training, coach-pupil method of learning, and cross-training (Song et al. 2022). In these methods of training, both new and old employees get trained. These processes introduce a competitive environment, guest expectations and technical changes. 
 
 
 
 
 

	Training Notes: Defining different training methods, stating their benefits and weakness.
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