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	According to Casado (2012), the opinions and expectations of consumers are some of the things that run the industry of global hospitality. The framework of a hotel is very significant pertaining to attracting new consumers and retaining old ones. The beneficence of housekeeping staff in keeping the cleanliness of a hotel and maintaining its value of aestheticism is unmatched. The staff housekeeping is not only obligated to keep the aesthetic outlook of rooms, but their job also involves looking after customers and controlling the internal atmosphere of hotels (Tesone, 2010). Entire work on the ground, ranging from taking care of the security of the guests to doing operations of pest control is performed by employees taking care of housekeeping. 
I believe, after working here for a while, I have observed that there are some skills required to work on the responsibilities of housekeeping in the utmost manner and extent. 
Hardworking abilities
As per Fallon and Rutherford (2010), the ability to work hard is required to sustain in this domain as the role and responsibilities of the job are demanding, both physically and mentally. I know the exact quantity of hard work that goes into maintaining the hygiene and cleanliness of the rooms inside and outside. The individual willing to have a successful career in this area should accept the fatigue and weariness that comes with the job. Demanding tasks which are of physical nature such as vacuuming, dusting and cleaning are all components of the roles and responsibilities of the job designation. Therefore, this role is essentially a callout to individuals who could achieve success and happiness by doing these tasks. 
Confidentiality
As mentioned by Ferdinand and Kitchin (2017), it refers to keeping some information about the consumers private and it is understood in general that this particular skill develops with time. Believing that one keeps things private and applying that in practical situations in this profession is a bit difficult but it is a significant skill to have. The information of confidential nature would consistently come across the team of housekeeping but the ethical thing in this profession and the job role is to keep that sensitive and confidential information private. 
Skill of organising 
As cited by Johnston et al., (2012), one of the key skills of any housekeeping team member is to keep things organised as this also implies that the job could be done within a short span of time. There are various hotels serving guests and customers that utilise checklists pertaining to maintaining tabs on the schedules of work regarding housekeeping. The proclivity of building personal checklists in reality contributes to the initiation of a procedure that gradually nurtures the practice of organising resources and things before beginning a task. It needs to be mentioned that guests expect to have their resources right in front of them, and therefore, taking the help of an appropriately developed arrangement to organise resources contributes to better housekeeping and tending to customers in a proper manner.
Team working skills 
As opined by Jones (2010), it refers to a skill which allows one to work well with others in order to secure the aims and objectives of the task. This is one skill which is taken into account by employers looking to hire for several reasons like leadership, good communication and collaboration. Engaging in teamwork offers everyone a goal that is common and it engages members to be held responsible for the standard of work that is being done. I believe that housekeeping members that work in a team ensure improvement and better quality of consumer service. Working together as a team also produces a good impression on the customers.
The skill of time management  
As stated by Rogers (2008), one skill which professionals of every domain put emphasis on in order to secure the delivery of quality services within the stipulated time to the consumers. The housekeeping professionals are expected to deliver on time and for that to happen the employees need to have strong skills in time management in which deadlines consistently establish a stellar reputation of professionalism in this domain. I work with other professionals in the housekeeping department and I am impressed with the skills of time management they exhibit during multitasking. Time management makes pursuing many important things at the same time within a stipulated time frame that serves to contribute to the efficiency of the job. In my case, the scheduling of tasks within a strict deadline made me improve my time management skills which I initially struggled to keep up with. 
Detail oriented service
According to Sharma et al., (2019), housekeepers should observe things in a careful manner and noticing details is what differentiates a new employee from a professional. Therefore, tasks that are related to enhancing the encounter of consumers, and tending to details enhances the results of the work done.
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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?


	
Damaged shower in the bathroom

	According to Bridger (2018), it happened due to congested pipelines that do not allow water to come out. 
	Apologies are conveyed to the guests and a plumber is informed immediately to mitigate the situation. It has also been decided that guests would be moved to another room. 
	This would be prevented from happening by frequent and consistent maintenance of hotel rooms. 
	As mentioned by Raghubalan and Raghubalan (2016), the manager overseeing the housekeeping operations would be asked to offer new employees more training sessions to improve service.

	Broken fragments of glass on the room floor. 


	A jug of glass toppled on the floor and was fragmented into pieces. The fragments remained on the floor as the room was not cleaned in a proper manner post the previous consumer left the hotel room.  
	The housekeeping staff that keeps the floors clean and hygienic are called to clean up the fragments of glass (Cottrell, 2019). 
	A system of observation and monitoring would be deployed to keep an eye on scheduling tasks and employee performance.  
	The team effectiveness of the workers would be improved by making the employees attend training sessions in teams. 

	Floors having dried stains not attended to

	This could be the outcome of the earlier unconcerned consumers who did not report the concern to the housekeeping staff. 
	The housekeeping staff who was on cleaning duty would be immediately called to mitigate the problem.  
	As per Leiter and Bakker (2010), measures of strictness would be deployed to observe and monitor each room after the guest leaves in order to avoid problems like this. 
	The productivity of the team members could be improved by building policies that should be followed in the letter. 

	
Television not working properly

	This is because the LCD is damaged. 
	As mentioned by Mullins and Dossor (2013), the resident electrician would be informed of the problem and called to mitigate the situation by replacing the TV. 
	Charges of damages would be brought to consumers in the event they harm the properties of the hotel. 
	Effectiveness would be enhanced by maintaining proper customer relationship management. 





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.

	

	Training Notes: Following the role of the job 

	According to Quick (2020), housekeeping manager responsibilities involve managing employees and workers of the hotel along with services, marketing and administration. I believe that these are significant responsibilities and implementing them provides a sense of purpose along with building flexibility and adaptability in managing circumstances that are uncertain. I think that not complying with roles and responsibilities and being unaccountable to them might lead to pain that is long-term, suffering and losses. I think that complying with guidelines of hotel safety is a significant part of the role that housekeeping employees should take into account. These guidelines are made for up gradation in addition to the protection of consumers and employees and therefore serve a significant part of the housekeeping work. 
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	Training Notes: Hotel safety guideline following 

	As per Vallen and Vallen (2012), housekeeping managers provide their attention of undivided form to the problems of all employees and workers. It is the role of the manager of housekeeping to adhere to the rules and guidelines of hotel safety. I think not complying with the guidelines poses many problems. For example, not being able to maintain the cleanliness of a room would produce a compromise on the concern of safety for hotel customers. I think the guidelines would assist in the event of any unfortunate circumstances which would lower the losses and ensure the protection of hotel guests through the implementation of safety instructions. I think these instructions on safety and health are the things that housekeeping managers could use to protect guests and workers. 
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	Training Notes: Establishing a atmosphere of professionalism and observing staff

	The housekeeping managers assure and reassures customers, services of the highest standard within the organisation and maintains the reputation of the service by implementing best practices of housekeeping (hotelowner.co.uk, 2023). Customer complaints are taken into account and deliberated upon in a serious manner. Investigation is also launched if it is found that there is a non-compliance of the professionalism in the housekeeping service. I think that the housekeeping manager is responsible and accountable for the feedback of guests and he implements via his staff of housekeeping the suggestions that are placed to the hotel by the guests. 
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	Training Notes: Administering operations on a daily basis 

	There are several responsibilities that are assigned to the housekeeping manager like cleaning, maintaining hygiene and reporting hazards of safety along with dusting, vacuuming, mopping floor and window cleaning (bighospitality.co.uk, 2023). I think tasks like these could be monitored everyday guided by a schedule within a deadline. I think that the job of the housekeeping involves supervising the service offered to the consumers by the staff of housekeeping. Moreover, I believe that the manager of housekeeping reports to his superior about the accomplishment of employees in maintaining neat, clean and tidy rooms for guests along with ensuring protection of it.
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	Training Notes: Offer of high customer service 
	



	The Housekeeping manager offers the guests inside the hotel a high standard of service encounter via housekeeping performance audit through identifying ways in which cleanliness and hygiene could be enhanced, implementing a scheduled checklist of cleaning maintenance that offers a better outcome in the management of hygiene and training of roles and responsibilities (hospitalitynet.org, 2023). Moreover, I believe that housekeeping managers also keep this high standard of service through consistent feedback on the guidelines of maintaining safety and tidiness of the room inside the hotel from the staff of housekeeping and through use of products and equipment of cleaning that plays a part in offering high quality service. 
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	Training Notes: Job detail monitoring

	As stated by Choy et al., (2021), the housekeeping manager is the person that monitors on a daily basis all features of the departments of housekeeping and obligations of the staff of housekeeping. I think as guests are the most important aspect of the hotel service, thus, the housekeeping manager provides to the guests the best available service inside the hotel premises. I think that the housekeeping manager also takes into account the tasks that are executed every day like serving food, drinks, maintaining the tidiness, and cleanliness of the rooms. In this manner he monitors and supervises the daily aspects of housekeeping in addition to mitigating the concerns of workers if there arise any. 
[image: ]

	Training Notes: Regulates housekeeping department budget 

	As cited by Arachchi and Dahanayake (2020), the housekeeping manager takes care of the budget of the housekeeping department and regulates it from time to time. This is done through maintaining productive scheduling, training and supervision, productive purchasing and keeping accurate records of purchases. I think that budget housekeeping is a significant feature inside the housekeeping department as it includes maintaining the cost of cleaning a room with regards to the stage of residence of rooms and the circumstances of hygiene. The budget also deliberates upon the salaries and wages of housekeeping employees. I think that there are 2 types of housekeeping budgets that include operations and expenses of capital through which allocation is done. 
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	Training Notes: Offering equipment to the employees of housekeeping

	As opined by Wai and Shih (2022), the housekeeping manager keeps a budget for supplies of cleaning tools and also keeps a checklist for the housekeeping staff to act upon utilising cleaning supplies and equipment. I think the manager offers the staff the proper tools to carry out cleaning operations for each room inside the hotel. There are several supplies that are offered to staff such as glass cleaners, bags, gloves, and vacuum cleaners to clean the waste materials if found inside the rooms. In addition to this, disinfectants and dusters are also offered to staff in order to carry out cleaning maintenance. 
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	Training Notes: Measures of security in housekeeping 

	As postulated by Ragua et al., (2020), the housekeeping manager maintains the security of the rooms by following the guidelines set out in the security manual. The manual is then read by the housekeeping manager to the employees and staff and the instructions are placed in places of strategic nature which helps with security. In this way, the security of the rooms is kept in a proper manner so as to make it easy for staff to secure guests at the hotel premises. 
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	Training Notes: Documentation and maintaining records of staff 
The housekeeping manager keeps records and documents of all the staff and employees in a structured and organised manner so as to have easy access in case any need arises. I think documentation offers help in maintaining the registration of employees and in the scheduling of staff duty in various shifts. 
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As opined by Wai and Shih (2022), the housekeeping manager keeps a budget for supplies of cleaning tools and also keeps a checklist for the housekeeping staff to act upon utilising cleaning
supplies and equipment. | think the manager offers the staff the proper tools to carry out cleaning operations for each room inside the hotel. There are several supplies that are offered to staff
such as glass cleaners, bags, gloves, and vacuum cleaners to clean the waste materials if found inside the rooms. In addition to this, disinfectants and dusters are also offered to staff in order to
carry out cleaning maintenance.
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According to Quick (2020), housekeeping manager responsibilities involve managing employees and workers of the hotel along with services, marketing and administration. | believe that these
are significant responsibilities and implementing them provides a sense of purpose along with building flexibility and adaptability in managing circumstances that are uncertain. I think that not
complying with roles and responsibilities and being unaccountable to them might lead to pain that is long-term, suffering and losses. I think that complying with guidelines of hotel safety is a
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The Housekeeping manager offers the guests inside the hotel a high standard of service encounter via housekeeping performance audit through identifying ways in which cleanliness and
hygiene could be enhanced, implementing a scheduled checklist of cleaning maintenance that offers a better outcome in the management of hygiene and training of roles and responsibilities
(hospitalitynet.org, 2023). Moreover, | believe that housekeeping managers also keep this high standard of service through consistent feedback on the guidelines of maintaining safety and
tidiness of the room inside the hotel from the staff of housekeeping and through use of products and equipment of cleaning that plays a part in offering high quality service.




