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	Housekeeping team and the skills required:
Housekeeping can be defined as the act of keeping the surroundings clean, arranged, and well-maintained (Aguilar-Escobar et al. 2021). Generally, a housekeeping team is formed to maintain and run a large management system successfully as well as without any glitches. These types of teams are required in hotels and commercial areas like inns or resorts where everyday people go and stay and they expect smooth and clean services.
Duties maintained and taken care of by a housekeeping team are sweeping, cleaning, vacuuming, and cleaning all waste including fire waste to keep the building and the surrounding area safe (Thomas et al. 2020). Basic housekeeping skills include surface care, antique and art care, laundry, ironing, wardrobe management, etc. In hotels, the responsibilities taken by the team include maintaining the hotel in the best condition in terms of cleanliness as well as keeping it in a highly desirable ambiance.
Housekeeping skills are some specialized work abilities that enable a housekeeper to do their job skilfully. Skills include communication with people, attending to them properly, and well-maintained customer service and it also varies on any unique skill and responsibilities at their workplace. As an example, a housekeeper in a hospital may have to be focused on strict sanitation to ensure a clean and healthy environment for the patients.
Housekeeping services needed for a larger institute like a hotel require a team of housekeeping management staff who can take care of all the services and maintain the flow of services. Team skills required like - 
a.  	Internal communication: internal communication among the team members is necessary as every single duty and work are interrelated.
b.  	Time management: time management among the members is required as all the works run in a cycle (Guo, Cheng, and Pavlou, 2019). For example, after cleaning a room and all the arrangements a guest can enter the room, and this act requires a chain of team to work on it.
c.  	Attention to detail: keeping in mind all the details about every little work like changing linens and bed sheets, and dusting each room thoroughly is mandatory when it comes to teamwork.
d.  	Understanding work ethics and balance: ethics is an important point to keep in mind, especially when a whole team of housekeeping staff is engaged to keep all the services perfect. For example, in a hotel, if a housekeeper notices that the cleaning supplies in one of the rooms are running low, he can inform to restock the supply, and that will not affect the other employee’s work.
e.  	Organization skill: this is a must having skill for the housekeeping staff of hotels. Often in a teamwork duty could be divided and sometimes one has to carry forward the other’s duties along with his own in case of emergency (Ngoepe and Wakelin-Theron, 2023). At this point, organization skill is mandatory as one has to understand how to organize and execute both jobs at the same time.
f.   	Inventory management: inventory management is very much important and required to maintain teamwork, as it can save time.
g.  	Active listening and response: good listening skill is very much necessary to run a cycle of work (Tra, 2020). If a housekeeper listens carefully to his co-workers, no fuss would create teamwork. Same way, having and maintaining proper response skills is another key point to working in and with a team. Answering co-workers rudely can ruin the team spirit.
h.  	Innovation: innovation and creative ideas can make the whole housekeeping team updated as well as enrich the teamwork. It helps with new plans that increase the productivity of the work and also the employees.
The 5S of housekeeping:
Apart from all these skill requirements the management concept of ‘5S’ is an important practice especially for a team as it creates a productive work environment. The 5S are –
       i.          Sort – elimination of unnecessary items through ‘red tagging’, that is the evaluation of the necessity of each item present in a particular place.
      ii.          Set in order – keeping the sorted and needed items in the proper place and allowing for easy and immediate access.
     iii.          Shine – keeping the workspace clean as working in a good environment is necessary.
     iv.          Standardize – the cleaned arrangement is the new standard for each area.
      v.          Sustain – this refers to the process that keeps the 5S in a smooth-running condition but also it requires the involvement of every one of the organisations.
All these 5S keep a team of housekeeping running smoothly and also it keep the business run in a very organized way. 
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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?


	Bed sheet unclean 
	The bed sheet was not changed after the checkout of the previous customer. The staff allotted to do this job was busy in another room and he forgot the room number he was allotted. 
	 I will listen to the customer’s complaint patiently, and apologize for the inconvenience (Sadhale, 2021). After that, I will call the staff who was allotted the task and will ask him the reason the problem occurred. Immediately I will ask him to change the bed sheet and the curtains.
	 I will call the staff and will ask him to be more attentive about the room numbers and duties he will be getting further. 
	I will arrange a small training program for the employees, especially for the newcomers, to make them understand the responsibilities and duties more effectively (Alwadood, Noor, and Mainor, 2021).
 


	No hot water supplies 
	 The faucet of hot water was jammed and the water flow got interrupted. 
	 I will listen to the complaint from the guest carefully and apologize for the problem. I will go and check the problem properly to understand where and how the problem is occurring. 
	 I will call the staff who was in charge to take care of the particular room services and will ask why he did not inform me or any other staff about the problem earlier. After that, I will immediately call the plumber to fix the problem. Meanwhile, I will ask the customer to use a fresh and perfect washroom from another empty and cleaned room.
	 For this kind of problem, I will definitely ask everyone to be more attentive during checking the amenities of a room before handing it over to a customer (Morosan and Bowen, 2022). For this, I will ask every member of the team to cooperate with all other members. In that way, communication will be strong and this kind of miscommunication problem would not appear further in the future.

	The washbasin and bathtub are not clean 
	The washbasin and bathtub were not cleaned properly after the last checkout because the staff was having a heavy workload.
	After receiving the complaint, I must go to the room to check the issues and will apologize on behalf of the staff due to the inconvenience (Brazil et al. 2023). Then I will tell them to cooperate with us until we provide a clean washroom.
	I will call the room cleaning staff and will tell them to clean the washroom neatly. Particularly the washbasin to clean the stains with stain cleaner and hair and dirt from the bathtub. After the whole cleaning, I will personally go and check the washroom and the drainage condition of the bathtub as well as the washroom. I will call the guest back to the room back
	I will arrange a workshop and ask the room cleaning staff to attend the workshop very carefully and minutely for a better understanding of the proper drainage system (Park et al. 2019). I will tell them to be attentive and very careful about cleaning the washroom. The workshop will also help them to understand the proper maintenance of hygiene as poor drainage systems can cause some health hazards to the customers. 


	The foul smell inside the room
 
	The full dustbin used by the previous guest inside the room was not taken out, and the carpet on the floor was not cleaned properly.
	 After this very inappropriate situation occurred to a guest, I will immediately take action of cleaning the room properly. I will ask the guest to shift to another room similar to the booked room by the guest. I will apologize for the issue and will ask the housekeeping staff to clean the dustbin and the floor carpet. I will tell them to replace the dustbin with a new one. Apart from this, I will tell them to change the bed sheet and curtains also as those will also catch the foul smell. I will tell the staff to keep a room freshener spray inside every room.
	 This type of problem may cause a very low reputation and can also lower the brand value of the hotel (Majeed and Kim, 2023). With proper care and attentiveness, this type of issues can be solved. Staff should be more specific when they clean a room. They should check every single corner of the room if some waste is left anywhere.
	 I will arrange a meeting with all the housekeeping staff and team to discuss this matter so everyone gets some awareness about improper cleaning of a room. I will discuss the consequences of this type of hazardous situation so that they would not repeat the same mistake further.

	Issues with Air Conditioner machine
 
	 The air conditioner machine is not working properly, leaking water inside the room and making some noise, because of improper servicing.
	 I will take notes on the problem and will apologize for the inconvenience. I will try to provide the guest with another room similar to the booked room by the guest. I will go and check the problem by myself and will call the electrician to fix the problem. Also, I will ask the staff who was allotted to room service, why he did not check all the mechanical amenities of the room properly and inform me about the problem. 
	 I will definitely think of keeping a team of technicians along with other housekeeping staff, who will take care of all these issues. Not only air conditioners but other electronic amenities also need proper and regular surveillance. For that, housekeeping staff need to be much more thorough in their work, so that they can convey the issue to the concerned team.     
	 I will arrange a meeting with all the housekeeping staff and mechanical technicians. In this way both the team will understand and will be able to communicate and cooperate frequently and freely with them. This meeting will improve their communication skill and also will be effective in such cases where this type of issue occurs, and frequent action will be taken immediately to resolve problems.




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:
Guests are often not getting satisfied with their rooms as they are complaining about unclean rooms. This may be because of the late checkout of the previous guest, but it must cause a nuisance to the new guest and the brand value as well as the service value of the hotel will get affected by this. To handle this properly, the housekeeping staff should be very attentive and careful about the time of checkout and check-in. If the employee allotted to take care of a particular room gets busy in another room, then any other team member should take care of the allotted work. Otherwise, it can create a messy situation for the upcoming guest and also for the hotel’s reputation. So, to tackle this kind of problem everyone needs to coordinate and cooperate with each other, and all should be well-trained to manage time and other duties. A training program for managing time and helping and cooperating with co-workers will help understand and deal with these kinds of issues.
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	Training Notes:
The bathroom is one of the most important areas to take care of as the guest’s health safety and sanitization is an important priority. Sometimes there are chances that bathrooms are left uncleaned or less clean, or dirty washbasins, etc. which makes the guests unhappy and it leaves a bad impression on the hotel. For this situation, staff should understand the cleaning protocols and should have the proper sanitation and hygiene knowledge. The employees should get training in cleaning washrooms properly with minute details so that no unwanted objects are left in the bathrooms. Bathrooms should smell good all the time because foul and unpleasant odors can ruin a good stay for the guest. The focus area to get rid of foul smell is the staff should take care of the toilet, and the proper hygiene with disincentives. Again, in this situation, employees should be attentive and cooperative with each other and of course, they must listen to the complaints coming from the guests.
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	Training Notes:
Room amenities include laundry, bath towels, a hair dryer, a bathrobe, a luggage rack, and others. Having proper knowledge about maintaining these amenities is very important for housekeeping staff as the guests need all these basic amenities when they check in a hotel to stay. Accurate training about necessary amenities in a room, arranging them in a proper way and order, providing fresh and regular amenities to the guest, and providing special amenities on request of the guest is very preferable. All the employees in the housekeeping team should have this knowledge or they should get proper training about this because ignoring or less care on small things like this can lower the brand value of the hotel. Another important factor to keep in mind is the electronic amenities provided by the hotel. At present, having a strong Wi-Fi connection is very much important as all the guests need to access different things online. The employees should check the connection is available and accessible enough from every room. Besides this, other electronic amenities like air conditioners, geysers, TV, fan, and charging docks need to be taken care of because these are used for regular purposes. Training should be taken by all staff members as these small problems should be taken care of by anyone and at any time.
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	Training Notes:
The most desirable and important skill to manage and maintain a team of staff is to be a good and patient listener. Employees should listen to the customers or the guests. If the guest is complaining about something, employees should listen and understand the requirement properly and if needed, they should take notes on the queries and requirements of the guests. Not even the guests, but every employee should listen to their co-workers and supervisors, as without listening properly or careless listening can make misunderstandings and that would lead to some big messy situations for the hotel staff. All the employees should get trained in and grow good and careful listening skills, they can arrange some training sessions with minute tasks, which would help them to understand the task and will increase their listening skill.
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	Training Notes:
Insects are not welcome anywhere, especially when someone is paying a good amount to get all the good and relaxed services. Regular checking of the beds, and mattresses, cleaning of the bed sheets, and changing them regularly are the basic needful things to do to keep away the bugs and insects. Not only the inside environment of the place but also the outside of the place is important to take care of. If the outside will be dirty and unclean, the possibility of coming unwanted bugs from outside is too much. So, the employees should take care of both the inside and outside environment to prevent this kind of problem. For that, the employees should have proper training on cleanliness and debugging the area. Knowledge about the chemicals and debugging materials would help them to take care of this matter.
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	Training Notes:
A very important and primary focus is to maintain and look after the employees’ attitude towards the guests as well as other co-workers. No matter how well-operated a hotel is, the experience of the customer is valued the most. Complaints regarding the attitude of the staff from the guests can ruin the reputation and lower the brand value of the hotel. Employees should train themselves to behave politely with customers and they should make an effort to please the guests with polite behaviour and also take care of their demands and also apologize for any mistakes on behalf of the hotel staff.
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	Training Notes:
No one likes a place to stay with so much noise, especially if someone is going on a business or family vacation. More often they complain about loud sounds from the surroundings, or about the guest neighbors of the hotel employees. They should have the knowledge to take that situation under control. Some noise coming from outside of the property can be managed by talking to them, but it is hard to handle the situation of a noisy neighbor, as they are also customers of the hotel. In this case, training about polite behavior and handling the customers with care as well as solving their issues is necessary.
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	Training Notes:
Customers often complain about improper maintenance of different amenities inside and outside the property. Complaints about broken or slow elevators, poor connectivity of Wi-Fi, and many others. Issues of improper maintenance of amenities inside the room like a slow fan, non-serviced air conditioning, poor working TV, light, and others are also very common from the customers.
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	Training Notes:
Regular maintenance of all these amenities can make things hassle-free for the employees. Otherwise training for maintaining these all-mechanical amenities, and a team of staff who can take care of these issues can prevent the customers from complaining and also can save the reputation of the hotel.
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	Training Notes:
Though a hotel is providing excellent accommodation along with other good facilities, customers can complain about the food and beverages. Even if the hotel is providing great food, they can raise some other problems like untidiness, low-quality food materials, not enough quantity food, delay in food serving, missing items, and others. Mainly taking care of this part is on the kitchen staff, but the housekeeping staff has to take care of the issues related to food, as more often guests order food to their room. In this situation, the staff needs to be attentive to the food and food-related issues also. If someone is not much aware of these all, they should get trained on how to handle the issues brought by the customers, and also, they should have knowledge about the fooding so that they can understand if the issues are genuine or not.	






References
Aguilar-Escobar, V.G., Garrido-Vega, P., Majado-Márquez, J. and Camuñez-Ruiz, J.A., 2021. Hotel room cleaning: Time study and analysis of influential variables in a Spanish hotel. Journal of Industrial Engineering and Management, 14(3), pp.645-660.
Alwadood, Z., Noor, N.M. and Mainor, N.A., 2021. An optimization model for hotel housekeeping personnel scheduling in pandemic outbreak. Menemui Matematik (Discovering Mathematics), 43(2), pp.83-92.
Brazil, C.K., Pottorff, T.A., Miller, M. and Rys, M.J., 2023. Using the Rapid Upper Limb Assessment to Examine the Effect of the New Hotel Housekeeping California Standard. Applied Ergonomics, 106, p.103868.
Buhalis, D., Lin, M.S. and Leung, D., 2022. Metaverse as a driver for customer experience and value co-creation: implications for hospitality and tourism management and marketing. International Journal of Contemporary Hospitality Management, 35(2), pp.701-716.
Eid, R., Agag, G. and Shehawy, Y.M., 2021. Understanding guests’ intention to visit green hotels. Journal of hospitality & tourism research, 45(3), pp.494-528.
Faber, J., Brodzik, K. and Nycz, M., 2021. Understanding technical cleanliness: importance, assessment, maintenance. Combustion Engines, 60.
Guo, X., Cheng, A. and Pavlou, P., 2019. Skill-biased technical change again? Estimating the effect of TaskRabbit on local employment in the housekeeping industry.
Hewagama, G., Boxall, P., Cheung, G. and Hutchison, A., 2019. Service recovery through empowerment? HRM, employee performance and job satisfaction in hotels. International Journal of Hospitality Management, 81, pp.73-82.
Hill, R.A., 2020. Forming impressions of hotels: the subtle power of words. Hospitality Insights, 4(1), pp.7-8.
Huang, S., Liang, L.J. and Choi, H.C., 2022. How We Failed in Context: A Text-Mining Approach to Understanding Hotel Service Failures. Sustainability, 14(5), p.2675.
Lin, N., Rosemberg, M.A., Li, W., Meza‐Wilson, E., Godwin, C. and Batterman, S., 2021. Occupational exposure and health risks of volatile organic compounds of hotel housekeepers: Field measurements of exposure and health risks. Indoor Air, 31(1), pp.26-39.
Longart, P., 2020. Understanding hotel maintenance management. Journal of Quality Assurance in Hospitality & Tourism, 21(3), pp.267-296.
Mahafzah, A.G., Aljawarneh, N.M., Alomari, K.A.K., Altahat, S. and Alomari, Z.S., 2020. Impact of customer relationship management on food and beverage service quality: The mediating role of employees satisfaction. Humanities & Social Sciences Reviews, 8(2), pp.222-230.
Majeed, S. and Kim, W.G., 2023. A reflection of greenwashing practices in the hospitality industry: A scoping review. International Journal of Contemporary Hospitality Management, 35(3), pp.1125-1146.
Morosan, C. and Bowen, J.T., 2022. Labor shortage solution: redefining hospitality through digitization. International Journal of Contemporary Hospitality Management, (ahead-of-print).
Ngoepe, L.L. and Wakelin-Theron, N., 2023. Employability attributes of hospitality graduates and expectations of hotel managers. Journal of Teaching and Learning for Graduate Employability, 14(1), pp.88-103.
Park, H., Kline, S.F., Kim, J., Almanza, B. and Ma, J., 2019. Does hotel cleanliness correlate with surfaces guests contact?. International Journal of Contemporary Hospitality Management.
Sadhale, M., 2021. The Changing Role of Housekeeping Department in Hotels Post COVID-19 Pandemic. Eureka Publications.
Thomas, C.M., Lukeris, S.E., Palmer, M. and Sulzer-Azaroff, B., 2020. Teaching daily self-help skills for long-term maintenance. In New developments in behavioral research: Theory, method and application (pp. 543-557). Routledge.
Tra, T., 2020. Action plan for training new Housekeeping Employee: case: Hotel Indigo Helsinki.

image3.png
PROPERLY SANITIZED WASHROOMS AND FREE FROM

ALL UNPLEASANT ODOUR

®  There are chances that bathrooms are left
uncleaned or less clean, or dirty washbasins

®  Staff should understand the cleaning protocols and
should have the proper sanitation and hygiene
knowledge (Huang, Liang, and Choi, 2022)

®  The focus area to get rid of foul smell is the staff
should take care of the toilet, and proper hygiene with
disincentives
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ROOM AMENITIES AND ELECTRONIC
AMENITIES

e Having proper knowledge about
‘maintaining these amenities is very important for
housekeeping staff (Buhalis, Lin, and Leung,

2022).
®  Another important factor to keep in mind.

is the electronic amenities provided by the hotel
®  Training should be taken by all staff
members as these small problems should be
taken care of by anyone and at any time.
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CAREFUL LISTENING

o Employees should listen to the
customers or the guests
Al the employees should get trained in

and grow good and careful listening

skills (Hewagama ef al. 2019)
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UNWANTED INSECT PROBLEM
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ATTITUDE OF THE STAFF

To maintain and look afier the employees® aftitude
towards the guests as well as other co-workers
Employees should train themselves to behave politely
with customers

Take care of customer’s demands and also apologize
for any mistakes on behalf of the hotel staff (Eid,
Agag, and Shehawy, 2021)
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NOISY AMBIENCE

o They complain about loud sounds from the
surroundings, or about the guest neighbours
of the hotel employees.

 Training about polite behaviour and handling
the customers with care as well as solving

their issues is necessary (Hill, 2020)





image9.png
MAINTENANCE ISSUES

e Complain about improper
maintenance of different
amenities  inside  and
outside  the  property
(Longart, 2020)
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MAINTENANCE ISSUES (CONT.)

e A team of staff who can take
care of these issues can prevent
the customers from

complaining and also can save

the reputation of the hotel (Lin
et al. 2021).
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FOOD AND BEVERAGE QUALITY

 Customers can complain about the food
and beverages.

® The staff neds to be attentive to food and
food-related issues (Mahafzah f al. 2020)

 They should get trained on how to handle
the issues brought by the customers
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PROPER CLEANING OF ROOMS

®  The housckeeping staff should be very
attentive and careful about the time of checkout

and check-in
®  Everyone needs to coordinate and cooperate
with each other

® A training program for managing time and
helping and cooperating with co-workers will help
understand and deal with these kinds of issues
(Faber, Brodzik, and Nycz, 2019).





