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Lots of skills are essential when working within the housekeeping team which help support hotel operations. The housekeeping team consists of plenty roles, and each have distinctive responsibilities and duties, but their key aim is to ensure guests are satisfied with the hotel facilities and services.

The first important skill for any housekeeping staff is to have cleaning and sanitisation skills. A strong knowledge of appropriate cleaning products and techniques will help ensure cleanliness and hygiene is consistently maintained throughout the hotel property. Guests will expect a clean and comfortable environment this will enhance the guests experience and encourage future visits. Proper cleaning techniques and practices will prevent the spread of germs, allergies and reduce the risk of illnesses and infections (Carton, 2018). This is very important especially after the COVID-19 pandemic where the importance of hygiene and cleanliness was reinforced. 

Regular cleaning and maintenance are also a vital way to preserve the hotels physical assets. Wear and tear can take place over time with furniture, appliances, and equipment. By cleaning and sanitising it can prevent wear and tear and reduce the need for repairs or replacements. 

Another essential skill is strong time management, housekeeping staff will have to complete task within a given timeframe to ensure guest are not kept waiting. Therefore, being able to prioritise and accurately schedule tasks in a timely manner is vital to ensure staff can fulfill their responsibilities.

Furthermore, a key skill that crucial for all members of the housekeeping team is adequate knowledge of health and safety guidelines. Knowing how to properly handle cleaning equipment and chemicals is crucial to ensure that staff are being compliance with health regulations. This skill will help protect both the staff and guests and will ensure that the hotel is meeting the set guidelines and standards set for hospitality to prevent any legal issues (Bardi, 2003). 

The roles within the housekeeping team will require to be physically active. Therefore, physical stamina is a trait that is essential. The roles include heavy lifting, repetitive tasks and being on your feet for a long period. Thus, it is essential to have good physical stamina as it is a physically demanding job (NHS, n.d.). Within a previous work experience, I worked as a receptionist, this required to stand for a long period and conduct repetitive tasks to ensure that I could maintain my strength and stamina I took regular breaks and conducted strength building exercise outside of work. 
 
In addition, another vital skill is strong communication skills, it is important to be able to effectively communication with team members, managers, supervisors, and guest to ensure that the best possible customer service is being provided. Both verbal and written communications skills are needed to understand instructions, coordinate tasks as well as address guest requests and concerns. Effective communication will ensure guest satisfaction and that housekeeping duties are being maintained to support hotel operations. 

Problem solving skills are needed for all roles within the housekeeping team. When concerns are raised by guest regarding cleanliness of guest rooms or hotel floors, it’s important that housekeeping staff can find effective solutions in a timely and calm manner to keep guest satisfied. Housekeepers may face many different challenges and having the ability to solve problems is both beneficial for staff and guests. 

Working within the housekeeping team is a collaborate effort therefore, teamwork and collaboration is a vital skill to possess. All housekeepers must remain in close communication with supervisors to ensure all important work is completed. This means that being able to work well within a team and collaborate with colleagues is a great asset as it ensures that the working environment is well-balanced. It is also important to work cooperatively with other departments in the hotel to ensure all forms of hotel operations are being conducted smoothly (Abam, 2019). If guests can see this level of professionalism between staff, it will help boost the hotels reputation. 

Organisational and multitasking is a vital skill that is effective for all roles within the housekeeping team. Part of the responsibilities are organising the guest rooms, floor areas and hotel property to look appealing and clean for guests, to do so the housekeeping team will organise cleaning supplies, maintain orderly storage areas and conduct multiple tasks simultaneously. Doing such task efficiently in an organised manner will ensure productivity and smooth operations are taking place (Birt, 2022).

There are many skills to possess to support the housekeeping team, however, formal training and on-the-go experience is also an essential part of development. 
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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?

	Bedding has not been changed and bed has not been made properly.



	Room Housekeeper has not attended to the bed prior to the guest arriving to their room.
Could be due to late check out of the pervious guest or poor oversight by room housekeeper due to poor time management or organisation.
	Sincerely apologies to the guest and assure that the issue will be seen to and resolved. Investigate the problem, personally visit the guest’s room to understand and evaluate the state of its uncleanliness. Look over other areas of the room to ensure it is meeting standard. Immediately resolve the issue, request a housekeeper to clean the bedding and bed and offer the guest alternative services in the hotel to utilise whilst they wait for their room. 
	Hold a meeting with the housekeeping team, by communicating and discussing the complaint. It will then help demonstrate and understand the importance of the delivery of high-quality cleaning to all the areas of the hotel. Advise housekeepers of the proper cleaning techniques and procedures and direct them to any standard operating procedures to support their learning. 
	Provide additional training or refresher courses to the housekeepers or any other staff who wish to reintroduce the skills. Provide training on areas that have previously received negative feedback.

To support the team place preventative measure such as updated room checklist and increased supervisions to avoid guest complaints. 


	Improper cleaning and sanitation of guest room bathroom.


	Not enough cleaning supplies to use on in the bathrooms.
	Apologies to the guest and ensure to inform them that you are taking care of this matter. Speak to housekeeping supervisors and immediately ask for them to replenish cleaning stock to provide to housekeepers. Ask housekeepers to clean the bathroom area and ensure that a quality check is completed before guests returns to the room.
	Ensure that prior to conducting housekeeping tasks, all supervisors and housekeepers plan and organise to ensure they have full cleaning stick to conduct necessary work. Provide them with updated checklists and guides on how to reinforce proper theory and practise cleanliness conducted prior to a guest’s arrival. 
	Hold weekly meetings to do stock checks and ensure that all members of the housekeeping team are involved in these meetings to avoid poor communication between managers and housekeepers.



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: 

	Hello everyone, today I will be delivering training on how to ensure Cleanliness, Brand Values and Health and Safety in Housekeeping at Hotel Trinity.
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Training Notes: 

Following recent guest complaints at Hotel Trinity it is crucial we address these issues promptly. Therefore, today we will be discussing the importance of maintaining Housekeeping Operating Procedures, workplace Health and Safety Procedures, Our responsibilities as a Housekeeping Team, Plans and Checklist and how we can adhere to brand standards and values to enhance the service provided! (Bardi, 2003)
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	Training Notes:

	Providing basic cleanliness and sanitations for guests within our guest rooms, hotel floors and front office space will ensure that guests are feeling satisfied with the hotel facilities and thus they will associate the cleanliness with the service ad amenities they will be receiving. It forms the foundation of guest satisfaction and loyalty. (Ford, et al., 2012)
When guests have good experiences with Hotel Trinity, they are inclined to provide positive reviews which will enhance and glorify the brand image and reputation. Within a report called The Importance of Clean Hotel Rooms by Rachel Green, ‘a study found that roughly 80% of people would leave a hotel if it didn’t meet their hygiene and cleanliness expectations’(Green, 2017). This highlights that guests rank cleanliness and hygiene as one of the most important factors when choosing a hotel.

Image reference: (Taylor, 2019)
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Training Notes:

It is important that all housekeepers are familiar and refer to the Standard Operating Procedures for all housekeeping tasks.
There are instruction manuals and guidance available on the proper cleaning methods to utilise to avoid chemical contamination and poor sanitation. To access these resources be sure to speak to your manager or supervisor. It is also important to recognise that need for consistent and presentation of hotel amenities to keep the guest visually engaged by doing so guest will feel more satisfied with their experience. 

To complete tasks and duties, housekeeping staff must ensure that there are adequate cleaning supplies to complete said tasks. Supervisors and Managers must ensure that Housekeepers have access to all supplies to prevent delay in completing their tasks. 

At hotel trinity it's important to be consistent with certain requirements such as bed-making techniques. Ensuring that all beds are made correctly and in the same way for all rooms is a great way to demonstrate how as a hotel we care to provide high quality service. It builds the hotels reputation and image in a positive way (Jones & Martin, 2007).
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	Training Notes:

All employees at Hotel Trinity are responsible for following Health and Safety guidelines, however, as many duties and task for the housekeeping team result in direct contact with hazardous chemicals and safety hazards it is important to be mindful of the following:
Housekeeping staff must ensure to follow the correct handling and disposal techniques of hazardous materials such as cleaning sprays and chemicals, stained bedding, and broken glass. 

It is important to use PPE where necessary such as when cleaning bathrooms or when handling guest personal items. 
As a safety prevention it’s important to know the proper techniques for moving and handling such as bending at the knees when lifting heavy items. Part of the responsibilities as a housekeeping team is to be physically active therefore, to prevent accidents use proper ergonomic techniques.

All staff have a duty to report any potential health and safety hazards, please follow designated reporting policies and inform senior management.
By complying with the mentioned rules, it helps and protects both staff and guests to feel safe in the hotel environment (Casado, 2012).
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	Training Notes:

	To help support with maintaining daily responsibilities, it is essential to plan the daily task load and ensure it is equally delegated amongst staff. Planning should be done in an organised and time efficient manner, at Hotel Trinity efficiency is a core value to demonstrate to guests that along with their experience they are receiving the best quality service (Cooper, 2001).
To support Housekeepers, there are details checklist and step by step guides available for all the different types of daily cleaning needed for example how to change linens, pillowcases, and towels or how to empty trash and replace liners safety.
For Supervisors and Managers have checklists for inspections and quality control is essential to ensure all tasks have been completed to a high standard prior to guest arrivals, this is a great resource to help housekeepers as well. 
Image reference: (Pwaneswary, 2023)
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Training Notes:

As a team it is important to maintain the brand value of sustainability and being Eco friendly. 
Some examples of Eco-friendly practices are:
· Reducing water consumption when cleaning or encourage guests to reuse towels and linens during their stay to reduce water.
· Energy consumption, try and avoid keeping lights and appliances switched on when not in use.
· Implementing a comprehensive recycling program for paper, plastic, glass, and other recyclable materials.
· Reducing single-use items by offering reusable or biodegradable alternatives
· Using environmentally friendly cleaning products and supplies with eco-label certifications.
There are many more ways to encourage being Eco-friendly and for the new and younger generation of guests who are more conscious around sustainability this is a factor which will satisfy and create a pleasant experience. 
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	Training Notes:

Here at Hotel Trinity the set values and brand standards are there to support both staff and guests. 
It's important to remember these values when conducting our day-to-day responsibilities as it forms the foundation of why we provide this service. 
High quality and excellent service will lead to memorable experiences and to support these experiences we need to ensure to maintain good cleaning standards to have luxury facilities. 
(Tas, 2021) (Guan, et al., 2021)
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	Training Notes:

That concludes our training for today, please feel free to ask any questions.
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