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The housekeeping department doesn’t only carry out cleaning jobs, it also works closely with other hotel departments too. The front desk communicates with housekeeping constantly, working to coordinate check-ins and check-outs, and following through with guest requests (Hollander, 2022). To do this it is very important to have good communication skills, they are required to speak clearly, respectfully and honestly. At premier inn, when I worked in the housekeeping department, we received shift notes before the start of shift, this was supplied by the reception staff, it had information on the rooms and any special requirements or requests made by the guests. Great housekeeping practices involve attention to detail when it comes to room cleanliness, friendly, helpful attitudes and a professional appearance when communicating with the guests and co- workers (Hospitality, 2020). When carrying out the housekeeping duties, you come across a lot of the guests, sometimes passing by or some are getting ready to leave, it is always nice to greet them with a smile and simply say ‘good morning’. Most customers thanked us for cleaning their rooms which is very rewarding after working hard and it makes it worth your time. 
Time keeping skills is also important to efficiently and consistently perform daily tasks within allotted time frames, if not, it will cause you to fall behind (Polo & Tweed, 2018). During my experience, I noticed if you fall behind it can have knock on effect on the rest of the work and rooms may not be cleaned in time for customers to check in, which can then lead to unhappy customers. 
Managing skills is also key to keep an eye on cleaning supplies and instantly restocking them when needed (The Fordham Rams, 2023). This will help staff to keep a control of their shift and also for the shift to run smoothly. It is not only the managements responsibility to manage the shift but also ours, ensuring everything is running as per schedule.
Attention to detail skills is also very helpful when carrying out the duties, staff are required to make sure the rooms are set in a particular way reflecting the design and theme of the hotel. The little details are signatures of the hotel. In Premier Inn they make the beds by tucking in the duvets at an angle to create sharp elephant ears on both sides of the bed. A purple runner is then laid down across the bed which also has to be hanging with equal amounts of material on each side of the bed so that one side can not be longer than the other. It is also important to make sure the corners are pointing out once the pillow case have been put on.
Motivational skills will help stay motivated when faced with a position where staff are required to clean up day-in and day-out. It can be demotivating but keeping staff morale high can often involve the simplest changes to the way that they operate (Heywood, 2022). Teamwork often helps relieve the pressure from one person. While at my placement in Premier Inn, I have noticed reception staff often help house keeping staff when they have a lot of rooms to clean. They help by stripping the rooms in advance so that housekeeping staff can go in and get started with the cleaning, this saves a lot of time.
Customer service skills is also very important because housekeeping is also a service you are providing to the customers, sometimes customers may have special requirements so it is important for the staff to make sure these requirements are put in place correctly. 
Problem solving skills are also key to this role because issues can arise at any time. During one of my shifts a customer popped his head round in to one of the rooms we were cleaning and was upset about not having any clean towels. The housekeeper I was working with apologised to the customer and told him she would put clean towels in the room but in the future if he has any requirements, then he will need to inform the reception staff so that they can make sure the housekeeping staff are aware of this.
There are many skills required to carry out your job as a housekeeping staff. A lot of these skills are required at all the roles within the hospitality industry because you are always required to multi task. 
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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?


	Desks and Side tables are Dusty

	The housekeeper was in a rush and thought it wouldn’t be noticeable
	I will feedback to house keeper and get the room cleaned
	Make sure all housekeepers are following the cleaning procedure they have been trained on. 
	Provide further training 

	There is rubbish on the floor

	The vacuum cleaner had not been emptied so it didn’t suck up the rubbish
	Empty the vacuum bags and feedback to cleaner. 
	Weekly checks on vacuum cleaners to make sure they are emptied
	Introduce weekly checklists

	Cups and Spoons have not been replaced with new

	Because they were upside down, housekeeper assumed it has not been used
	Speak to housekeeper and notify them of their mistake
	All cups and spoons must be replaced whether they have been used or not 
	Training n housekeeping like Premier Inn have introduced the Triple S.

	Bed sheet has stains on them

	Sometimes even laundry cannot take the toughest stains away
	Speak to housekeeper and ask them to check the linen before putting them on
	Thorough checks should be carried out once cleaning is complete by housekeeping supervisor
	Send rejections to Laundrette and train staff

	Shower Curtains are discoloured

	It wasn’t checked thoroughly by housekeeping staff.
	Again, speak to housekeeper and make them aware of the mistake
	Housekeepers will be put back in training if it happens more than once. 
	Train all staff to make sure they understand what is acceptable



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:
When we talk about house-keeping we assume it is all about cleaning the rooms and vacuuming but that is not the case. Your duty doesn’t end there, it is also about making a guest feel welcomed and creating a positive environment. 
Today we have gathered to learn what is expected from us as house keepers and to make sure we are carrying out our jobs correctly and in a safe manner. Recently, some issues have been raised by customers which we will address through this training so that we can prevent it from happening in the future. 
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	Training Notes:
Just to remind ourselves, The Trinity Hotel values are what we carry through our hearts and we want to present this to our guests so that they believe in it too. We promised to deliver a quality nights sleep to all of our guest. We want to create a positive ambience so that they can leave all their stress home and enjoy a relaxing stay. We want to create and exceptional experience so that they leave satisfied and want to come back here again. Together as a team it is our duty to make sure we are living up to our values and fulfilling the promise we are making to them before they arrive. If you look at the tree of core values, for it to look beautifully blooming, it takes a lot of values such as respect, honesty and trust etc.  
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	Training Notes: 
Health and safety procedures are in place to keep both our staff and guests safe. As said by A J Gold, to take are of other, we must take care of ourselves (2021). To this you must follow the procedures correctly. All the manuals can also be found in our employee hand books which can be found in all the storage rooms and linen rooms. You have all been provided with a health and safety checklist, which should be used to make sure all equipment and chemicals are safely used and stored. Gloves and aprons should be worn at all times to make sure you are avoiding contact with any harmful chemicals. All chemicals should be handled with care at all time. The duties you carry during you job should be followed as you have been trained, such as, heavy lifting should be done using the correct equipment and taking care of your posture at all time. You have a duty of checking if all items are up to date and stored correctly. If you come across a hazard, please report immediately either to myself or to one of the other managers. Please avoid leaving anything lying around which may be a hazard to our guests. 
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	Training Notes:
When carrying out your duties and cleaning the rooms, you must follow the Five S Japanese system to sort, set in order, shine, standardise and sustain. 
Sort- Get you cleaning caddy together, make sure you have all equipment, linens and everything you will require for you shift. 
Set In Order- Strip the rooms and take everything out so that you can see what is needed according to the type of room and beds you need to make
Shine- Clean the bathroom, bedroom and vacuum
Set In Order- Make the beds, organise the room, setting everything in place.
Sustain- Maintain your speed of work to make sure your shift is running smoothly and in a timely manner. 
Here is a list of the duties that will need to be carried out by you in each of those stages as shown on the slide. 
Remember Good housekeeping is an invisible service, in that guests only really take notice of it when your team fails to deliver the expected standard of cleanliness. (Williams, 2023)
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	Training Notes:
When stripping the beds, you must strip all whether the beds look used or not, this also includes all the pillows. If the extra pillows pack has not been used and the tag isn’t broken then you are not required to change the pillow case.  You must leave all linen in a corner of the bed room or put it in the laundry caddy. You must also take towels, bath mats and clothes and put it in the laundry caddy or on the floor in the bathroom. These should be transferred in to the correct laundry trolleys in the laundry room. One of the issues raise by a customer was a dirty cup was left behind, this was accidently left because it was turned upside and looked unused. You must take all cups and cutleries out in to the washing bucket whether it has been used or not. Empty all the bins in to the bin liner to replace with new bin bags. 
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	Training Notes:
Before you start cleaning it is essential to open all curtains, windows and ventilations to get rid of any smell or chemical fumes while cleaning. Start of by dusting around the tables, headboards and skirting boards. Use the correct chemical and cloth to wipe all high tough surfaces, desks and bed side tables. Next move to the bathroom and clean the toilets, baths, tiles, shower and basins. Once again make sure you are using the correct cloth, equipment and chemicals for the job. Clean all the mirrors and windows at the end and leave it to dry. Empty the kettle if there is water in it and make sure it isn’t dirty. If it has water marks then please follow the procedure to replace the kettle to descaling it. 
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	Training Notes:
Start of by making the bed, remember to take care of your posture. Use the correct linen depending on the type of bed. Put clean towels in the shelves provided as per number of people staying in the room. The guest information and requirements are provided to you on your shift notes. Make sure the shower gels, shampoo and hand wash has been topped up to the filling line. Fill up the amnesties consumable trays and put new cups and spoons out for our guests to enjoy a lovely coffee. Sometimes you may come across rooms with door tags that say no rooms service required, in that case we should respect their choice and not disturb them. If a customer is staying for more than one night and requires room service, they may put the ‘please clean my room’ tag on the handle. You should follow the cleaning procedure as normal, if they don’t require new towels but you see damp towels lying around, make sure to hang them up on the hooks to allow it to air dry and leave the room odourless.
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Training Notes:
Finally, you need to vacuum the rooms to make sure there are not litter on the floors, mop the bathroom floor and leave the room fresh. Use air freshener if there are any foul odours in the room. Buffer the taps to leave them sparkling and shining. Make sure there no smears on the mirrors in the bedroom and bathroom. Before you leave the room, please ensure all windows are closed and secured. Also, double check your notes to make the customer hasn’t made any special requests or requirements. Take all equipment and chemicals back to your cleaning caddy, checking you haven’t left anything behind and leave the room ready for our next guest to enjoy. 

	[image: ]


	Training Notes:
Once you have completed your room service, it is your job to ensure all equipment are stored safely, all chemicals have been locked up in the cupboards and all laundry has been transferred back to the laundry room and in to the correct trolleys. Remember linens go in to a different trolley to the towels. You must take all rubbish out and put it in the correct bins in the outside industrial waste corner. At the end of your shift and before storing your trolley away, it is important to refill your cleaning trolley with all the necessary items such as fresh linens, toilet rolls and products ready for the next person whether you are on the next shift or not. No items should be left lying around and everything must be stored correctly to avoid any hazards.
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	Training Notes:
To ensure staff are carrying out their jobs correctly, we must make sure they are being well looked after and are happy with their jobs. Within a business, happiness, excitement and dedication of staff towards their job depends upon one’s degree of engagement. (Menguc et al., 2013). As you can see on the engagement model, an employee must know the basics so that they can carry out the jobs successfully so this training will allow you to understand this. It is believed that companies with higher employee engagement had an increase of 21% in terms of productivity compared to those with lower ones (eHotelier, 2021). Recognising the individuals work and praising them will help encourage development. Teamwork will help all staff to work with each other and reduce the pressure of any job. It will also help build a good relationship with your co-workers. When you know there is growth available in your job, you work harder to develop yourself and to work your way up. The organisation Whitbread, which holds businesses like premier Inn has introduced an award-winning induction programme, industry-leading training schemes and apprenticeships, designed to develop the managers of the future. They give opportunities to develop the skills, to get better qualifications and to grow with the business (Whitbread, 2023). We will be introducing similar programmes to help our staff to grow. The company Hyatt offers housekeeping flex-time programs, this allows housekeepers to leave if they complete their tasks on time or clean additional rooms to make more money (Zavvy, 2023). Programmes like this will encourage staff to work hard and keep the morale up as they are receiving rewards in return. This will only work if the employer and the employees work together so all staff must adhere to their training and give their 100% to their jobs with out making any mistakes. 
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- HEALTH AND SAFETY

To Take Care of Others, You Must Take Care of Yourself
(Gold, 2021)

Make sure all cleaning products have been stored as per
the checklist.

Linen rooms should be kept tidy at all time.
Gloves and aprons should be worn at all time.
Chemicals should be handled with care
Duties should be carried out as per training.
Check all items are up to date

Report any hazards immediately.

Follow the Health and Safety Manual

Checkist: WsH Council, (2021
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L= L OUSE-KEEPING DUTIES

The Japanese ‘Five S’ System- Sort, Set In Order, Shine, Standardise, and Sustain

+ Cleaning guestrooms mid-stay and after departure

+ Making beds

+ Replacing dirty linens and towels

+ Restocking guestroom amenities like toiletries, drinking glasses, and notepads

+ Removing garbage, recycling, and room service trays

+ Picking up and returning valet laundry items

+ Organizing and stocking housekeeping carts

+ Notifying the maintenance department about broken appliances, old light bulbs, or damage
+ Upholding the hotel's confidentiality and security standards

+ Respecting “do not disturb” signs and the guest's privacy (Hollander, 2022)

Good housekeeping is an invisible service, in that guests only really take notice of it when your team fail
deliver the expected standard of cleanliness. (Williams, 2023
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—= STEP 1- STRIP & REMOVE RUBBISH

Strip all the sheets off the bed and pillow cases.

Leave in a pile on the floor opposite the bathroom
door or put them in dirty linen caddy.

Take all used towels, washcloth, and bath mat out and
place in one pile on the bathroom floor separate from
the linen.

Take all cups and cutleries out and put in the washing
bucket

/

* Remove all rubbish and empty the bins
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— STEP 2- CLEAN & DUST

* Ventilate the Room by opening the curtains, windows
and ventilators.

* Dusting around the tables, headboards and skirting
boards

* Wipe and Disinfect High Touch Surfaces including desks
and side tables

* Clean the Bathroom Thoroughly, change shower curtains
if necessary or leave it out to air dry.

* Clean Mirrors and Windows.
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- STEP 3- MAKE BED AND RESTOCK

* Make beds and linens
* Replace, towels, wash cloth and bath mat

* Make sure the complimentary shower gels are topped up
and toilet rolls have been reloaded.

Fill up amenities and consumables and replaces cups,
glasses and spoons.

If a guest is staying for more than one night, check to see if
room service is required. Hang up any damp towels to let
them air dry and leave the room odourless.

¢
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- STEP 4- VACUUM AND BUFFER AWAY

Vacuum the carpets

Freshen up the room so it smells clean

Vacuum the upholstered furniture and curtains on a regular
basis too.

« Buffer the taps in the bathroom and wipe away any smears
on Mirrors

¢ Closed all windows and doors and check for any special
requirements on the checklist

* Take all equipment's out and leave the room ready for the
next person
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EMPLOYEE ENGAGEMENT MODEL

Progression, what can | do in the future and
what opportunities do | have Growth

Work with the rest of the team, build a
good relationship with your colleagues

Recognition of work,
encouragement for development

Know what is expected of
me. Materials etc

Image: Gallup (2023)
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l INTRODUCTION

House-keeping is not just about cleanliness, it also requires you to keep a
place tidy, welcoming and a respectful environment.

We are here today to make sure we are aware of our duties and to make
sure we are carrying these jobs out safely keeping health and safety in
mind.

We will also go through the correct procedure of house keeping and discuss

any issues we may be facing and how we can overcome these.
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— OUR VALUES

« To deliver a quality night’s sleep
+ Create a positive ambience
» Provide exceptional guest experiences

Image: TGl (2023)





