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	Housekeeping is the management of duties and tasks involved in maintaining a clean, orderly, and well-maintained atmosphere for private residences, commercial buildings, or public spaces. Housekeeping duties can include cleaning, organizing, and maintaining a space, such as dusting, sweeping, mopping, vacuuming, washing dishes, doing laundry, and taking out the trash.
In the hospitality industry, housekeeping necessitates managing and maintaining the cleanliness and upkeep of guest rooms, lobbies, and other public spaces in hotels, resorts, and other accommodations. Good housekeeping practices are essential for maintaining a safe, healthy, and pleasant environment for guests and staff.
Every housekeeper has typical responsibilities, which are the main key points to start their work, such as Cleaning and maintaining rooms, restoring supplies, Laundry, Cleaning common areas, Reporting maintenance issues, Communicating with guests, and Following safety protocols. The primary responsibility of a housekeeper is to ensure that the rooms and common areas of a hotel, resort, or other hospitality establishment are clean, comfortable, and well-maintained for guests.
Housekeeping is an interpretative function in any organization, and the skills required for a housekeeping team depend on the specific context and environment. Some essential skills needed for housekeeping team members are: 
Attention to detail: Housekeeping involves cleaning, organizing, and maintaining space. Attention to detail is critical to ensure everything is cleaned and organized correctly.
Time management: Housekeeping tasks often must be completed within a specific timeframe. Time management skills must be used effectively to guarantee that activities are performed on time and at a high degree.
Physical fitness: Housekeeping can be physically demanding, requiring stamina and strength to lift and move heavy items and to stand or walk for extended periods.
Communication skills: Effective communication is essential for working as part of a team, especially in a fast-paced environment such as housekeeping. When team members and managers are in constant contact, tasks are accomplished quickly, and everyone is on the same page.
Customer service: In some housekeeping roles, such as those in hotels or resorts, providing excellent customer service to guests is critical. Responding to requests and needs promptly and professionally is vital for maintaining a positive reputation and building guest loyalty.
Problem-solving: Housekeeping staff may encounter unexpected challenges, such as cleaning difficult stains or dealing with broken equipment. Strong problem-solving skills are necessary to find practical solutions to these challenges and prevent similar issues from occurring.
Flexibility: Housekeeping duties can vary daily, and unexpected situations may require staff to adapt quickly. Being flexible and able to adjust to changes is vital for ensuring that all tasks are completed efficiently and to a high standard.
Organizational skills: Housekeeping involves cleaning and organizing spaces, so having knowledge and skills in cleaning techniques and organization is essential.
Multitasking: Housekeeping staff often work on multiple tasks simultaneously, such as cleaning one room while preparing another for a new guest, so being able to multitask effectively is crucial.
Apart from those skills, there are more common skills required for housekeeping, which are stated below;
Dependability: Candidates must be dependable, reliable, and punctual in carrying out their duties.
Previous experience: Some employers prefer candidates with previous housekeeping experience, while others may offer on-the-job training.
High school diploma or equivalent: Most housekeeping jobs require a high school diploma or equivalent. Some employers may prefer candidates with degrees or certifications in hospitality or related fields.
Initiative: Independently identifying and performing duties demonstrates the capacity to take responsibility for the position and offer suggestions for streamlining procedures.
Flexibility and Adaptability: Housekeeping staff must be adaptable to changes, whether it is cleaning a room in a new way of handling a change in work schedule.
Interpersonal Skills: As housekeeping staff often interact with guests, providing excellent customer service, resolving conflicts, and making guests feel at home are essential.
To sum up, a variety of talents are needed to work in a housekeeping team, including attention to detail, time management, physical stamina, communication, multitasking, initiative, flexibility, adaptation, and interpersonal skills. The ability to work well with others, stay organized, and provide excellent customer service are critical aspects of the role, and a commitment to maintaining high standards is essential. By possessing these skills, housekeeping staff can help ensure that guest expectations are met and contribute to the smooth running of the hotel or establishment.
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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?


	
Lack of attention to detail

	The housekeeping staff may not have been attentive enough to thoroughly clean every corner of the room, including areas that may be out of sight or hard to reach.
	Apologize to the guest for the inconvenience caused and assure them that their complaint will be addressed promptly.
	Review and update the housekeeping procedures to ensure they are comprehensive, consistent, and easy to follow.
	Regular training: Regular training can help improve the skills and knowledge of the housekeeping staff, particularly in areas such as cleaning procedures, customer service, and communication. It can also help to reinforce the importance of attention to detail and maintaining a high standard of cleanliness. 

	
Insufficient time

	The housekeeping staff may have been under pressure to clean many rooms quickly, which could have resulted in a rushed job or corners being cut to complete the task.
	Send a housekeeping staff member to the guest's room to inspect the cleanliness and address any immediate issues.
	Provide additional training to the housekeeping staff to ensure they understand the cleaning procedures, have the necessary equipment and cleaning supplies, and know how to identify and address any potential issues.
	Clear communication: Communication is vital to ensuring that all team members understand their roles and responsibilities and any changes in procedures or policies. Frequent team meetings may keep everyone informed, give room for debate and criticism, and promote cooperation.

	

Inadequate training
	The housekeeping staff may not have received adequate training on the cleaning procedures, including using proper cleaning agents and equipment.
	If necessary, send the housekeeping staff back to the room to thoroughly clean and sanitize it while ensuring that the guest's belongings are not disturbed.
	Establish a system of quality control checks to ensure that all rooms are cleaned to the hotel's standards before guests arrive.
	Performance monitoring: Regular performance monitoring can help identify areas where team members excel and may need additional training or support. By setting clear expectations and monitoring progress, team leaders can identify and address issues before they become significant problems.

	
Staff shortages

	The hotel may have been understaffed, which could have resulted in overworked housekeeping staff and incomplete cleaning.
	Offer to move the guest to a different room if they prefer.
	Regularly evaluate staffing levels to ensure that the housekeeping staff has sufficient time to complete their tasks correctly and is well-rested.
	Incentives and recognition: Incentives and recognition programs can motivate team members and reward them for their hard work and achievements. This can include bonuses, extra time off, or other meaningful rewards for team members.

	

Equipment or supply issues
	The housekeeping staff may not have had access to the necessary equipment or cleaning supplies, which could have hindered their ability to clean the room properly.
	Follow up with the guest to ensure they are satisfied with the resolution of the issue and take note of any additional feedback or concerns they may have.
	Encourage and promote a culture of accountability and continuous improvement to help prevent similar issues from occurring.
	Goal setting: Setting clear, achievable goals can help to focus the team and provide a sense of purpose and direction. By working towards common goals, team members can feel a sense of accomplishment and develop a sense of teamwork and collaboration. Individual goals can be matched with the team's and the hotel's overarching objectives with the help of team leaders.
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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: Welcome to the Housekeeping Training presentation. This training is designed to ensure that all Housekeeping team members are aware of the brand standards and health and safety procedures required to maintain our hotel's reputation for exceptional service. By the end of this training, you will be able to identify the critical aspects of brand standards and health and safety procedures and implement them in your daily work routine.
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	Training Notes: The brand standards of Hotel Trinity are an essential aspect of our success. As a housekeeping team member, you must understand and follow these standards to ensure our guests receive an exceptional experience. The learning outcomes of this section are to identify essential brand standards and understand how to maintain them. This will be assessed through practical application during work shifts.
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	Training Notes: The employee engagement model we will be linking to is the Ritz Carlton's "Gold Standards." The Ritz Carlton is renowned for its exceptional service, and their "Gold Standards" provide a framework for ensuring that all employees understand and follow the brand standards. The learning outcomes of this section are to understand the Ritz Carlton's "Gold Standards" and to relate them to Hotel Trinity's brand standards. This will be assessed through a short quiz at the end of the presentation.
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	Training Notes: The Ritz Carlton's "Gold Standards" provide a framework for employee engagement and exceptional service. These standards include Credo, Motto, Three Steps of Service, Service Values, and Employee Promise. The learning outcomes of this section are to identify the Ritz Carlton's "Gold Standards" and understand how they relate to Hotel Trinity's brand standards. This will be assessed through a group discussion and interactive exercise.
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	Training Notes: The Credo is a statement of the Ritz Carlton's values and beliefs and is the foundation for their service culture. Hotel Trinity also has a mission statement and values that all employees should be familiar with. The learning outcomes of this section are to understand the importance of Hotel Trinity's mission statement and values and to identify how to apply them to our daily work routine. This will be assessed through a group discussion and interactive exercise.
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	Training Notes: The Ritz Carlton's motto is Greetings, ladies and gentlemen. The Ritz Carlton lives up to its slogan of Servicing Ladies and Gentlemen. This motto represents the high level of service that the Ritz Carlton is known for. As a Housekeeping team member at Hotel Trinity, it is essential to understand the motto and the level of service it represents. The learning outcomes of this section are to understand the importance of the Hotel Trinity motto and to identify how to apply it to our daily work routine. This will be assessed through a short quiz.
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	Training Notes: The Three Steps of Service are Anticipation, Fulfillment, and Follow-Up. These guidelines offer a foundation for providing excellent service and may be used for all facets of the hotel stay. As a Housekeeping team member at Hotel Trinity, it is essential to understand the Three Steps of Service and how they relate to our work. The learning outcomes of this section are to identify the Three Steps of Service and understand how to apply them to our daily work routine. This will be assessed through practical application during work shifts.
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	Training Notes: The Service Values of the Ritz-Carlton are the foundation for their exceptional service. These values include Respect, Integrity, Teamwork, Empowerment, and Responsibility. As a Housekeeping team member at Hotel Trinity, it is essential to embody these values to provide exceptional service to our guests. The learning outcomes of this section are to understand the Service Values of the Ritz-Carlton and how they can be applied in our daily work routine to provide exceptional service. This will be assessed through practical application during work shifts.
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	Training Notes: The Employee Promise is a set of guidelines for Ritz Carlton employees to follow when serving guests.
It outlines the expectations for behavior, attitude, and customer service.
The Employee Promise includes phrases such as "I am empowered to create unique, memorable, and personal experiences for our guests" and "I own and immediately resolve guest problems."
The Employee Promise is a way to ensure that all employees are aligned with the company's values and commitment to exceptional customer service.
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	Training Notes: Congratulations! You have completed the Housekeeping Training presentation. We hope you have better understood our hotel's brand standards and Health and Safety procedures. Always apply what you have learned in your daily work routine to provide exceptional service and maintain the highest level of safety for our guests and team members.
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