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Introduction 
Imagine entering a hotel with dirty sheets and dusty furniture, instantly putting you off, but to cater to all these duties, there is a housekeeping department. Hence, housekeeping is a vital hotel department responsible for performing duties like cleaning and taking care of the furniture and laundry. The housekeeping team ensures that the hotel is well-prepared to welcome guests and is often regarded as the backbone. This department is also supposed to report maintenance issues of the hotel.
Main body
Essential skills required to work as a housekeeper 
The housekeeping team is an operational sector divided into various sections, and each has crucial roles to perform. Some of the critical skills are required to perform housekeeping duties. One of the crucial skills necessary is to manage time efficiently so that all the rooms and the hotel's public areas, such as lifts, lobby, parking area, swimming pools, and dining halls, are also clean. Properly checking the bedding and linen and sending it to the laundry and the ironing department can only be done by managing time efficiently (Alcalde-González, et al., 2021). In addition, communication skills are also required to welcome guests with a friendly attitude and professional appearance to ensure guest satisfaction. Interpersonal skills such as responsibility and teamwork are also crucial because the housekeeping team is supposed to coordinate with the engineering department to get any issues regarding lighting, furniture and plumbing fixed. Management of lost and found items and catering cleanliness complaints of guests requires an individual to be responsible. Housekeepers must also have specific skills to succeed in their work, such as sweeping, vacuuming, preparing beds, and dusting (Singh, 2015). Paying attention to all the details is crucial in assuring that all the areas are cleaned, reporting any issue regarding safety to the higher management and ensuring that all SOPs are being followed is another crucial skill of the housekeeping team.
Personal reflections 
I have been to various hotels around the UK and worked in the housekeeping department. I can clearly state things from the perspective of the guest and the housekeeper. Being a guest, one of the essential things which attracted me was cleanliness, obviously because it gives an instant feeling of calmness. Other than the behaviour of the housekeeping department when issues are reported to them, their tone and communication also play a significant role in creating the hotel's impact because guests are paying, and they require proper attention from housekeepers. From the housekeeper's perspective, we were supposed to welcome guests warmly, ensuring the room was prepared and well supplied with all the necessities. We were also supposed to ensure that banquet and conference halls were ready and available according to the schedule and organize public areas, such as lobbies, were always clean so the guest was delighted.
Application of theoretical knowledge whilst working in the industry 
Applying the theoretical knowledge while working in the housekeeping department, all the housekeepers are supposed to have a professional appearance and excellent interpersonal and communication skills. It is the housekeeping department's responsibility to keep cleanliness as the topmost important factor so guests can have a pleasant experience. Other responsibilities include coordinating with the engineering department for convenient laundry and linen management and taking good care of the furniture and other hotel property (Bhatnagar and Dheeraj, 2019).Separating different types of linen and keeping its record, as well as ensuring the hotel's overall ambience, sanitation and aesthetics are maintained by housekeepers.
Industry examples 
The UK top most rated hotels, such as stock exchange hotel and King Street, located in Manchester, have gained success because of their excellent housekeeping services. These hotels keep customers satisfied with the overall ambience and cleanliness as their top priority. A warm welcome to the guest, efficient listening to complaints, and resolving issues timely have made them the top-rated hotels. In addition to this, Quest Liverpool city centre hotel and the inn south Stanley have great reviews from customers because of providing housekeeping services 24-hours as well as a proper supply of all the amenities along with that fully air-conditioned, clean and organized rooms and other areas of the hotel (Batinić, 2015).
Importance of housekeeping in the Hospitality industry
Hospitality refers to managing the everyday duties necessary for running hotels. It can be succeeded only by word of mouth. The housekeeping department has various roles to perform in the hotel, ensuring that the hotel's cleanliness and aesthetics are maintained timely. The housekeeping team ensures the guests are comfortable and maintain a very welcoming atmosphere. (Krstić, et al., 2015) This team should also be patient and courteous towards the guest and maintain a good relationship with other departments. Cleanliness is a significant part of the hospitality industry because it instantly gives the feeling of comfort and feels like home, so the management and guest consider cleanliness necessary to get good business.
Conclusion 
Excellent housekeeping services can greatly impact guests, including all the cleaning and management of the overall hotel. Cleanliness and hospitality were considered the most important factors in making a hotel successful because both these factors have a pleasant effect on guests instantly upon arrival.
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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 complained 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?


	An investigation of what parts of the guest’s room have not been cleaned was not issued. Specifically, the problem was not sought.

	This happened because it was assumed that the housekeeping staff would be cleaning rooms adequately, so constantly checking did not cross my mind.
	I will conduct an investigation with some housekeeping employees to understand which parts of the room are not that clean or are left unclean altogether.
	Whenever a guest checks in the hotel, I will make sure to check the room they are given to assess its cleanliness so any mishap could be resolved before the guest complains about it.
	I would tell my housekeeping team why clean rooms are important for guests and why it is their responsibility to ensure every guest gets a clean room upon arrival.

	The level of cleanliness is not monitored. This means that the extent to which the room is clean is not brought to my attention.
	Once again, this happened because I assumed the housekeeping staff was doing its job properly, so I did not think about looking into the matter.
	With the aid of the housekeeping staff and my own eyes, I will inspect the room the guest complained about and try to see how clean it is with advice from the staff and preferences from the guest.
	This can be prevented by training the housekeeping staff. Although skills are important in their field, it is also necessary to know why something is considered significant (Wiadnyana et al., 2019).
	To improve the team’s effectiveness, I will demonstrate the kind of cleanliness level they should aim for.

	The staff member responsible for the complaint is still not identified
	This is because when a complaint reaches a manager's ears, it is human nature for the responsible employee to step back (Joshi, 2016).
	I will locate the housekeeping member by questioning the entire staff unless the responsible one identifies themselves first.
	I will inform and train the staff to understand why taking action is important and why they should not be afraid of admitting their mistake.
	I will assure the team that their job would not be in danger if a complaint arose, and instead, they will be appreciated for speaking up.

	The guest is agitated, and they are upset with the hotel, and these emotions might make them not visit it again.
	This happened because the guest did not find a clean room on arrival. It is understandable because hygiene, especially in a place shared by strangers before, is important (Zemke et al., 2015).
	I will empathise with the guest, listen to their complaint, and make them feel heard so they can release their pent-up frustration.
	I will train the housekeeping staff and tell them why cleaning a room before a guest arrives in it is important.
	The team can be more effective with increased training and demonstrations.

	The standards of cleanliness of the hotel have been questioned with this complaint.
	The customer filed a complaint, and their voice could be heard across the hall. Their anger might make other guests change their opinion about the hotel.
	I will introduce cleaning controls and quality controls.
	Conducting inspections after every few moments of the unoccupied and about-to-be-occupied rooms.
	Retraining the team for increased effectiveness.





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:
Housekeeping refers to maintaining a space that is aesthetically pleasant, comfortable, safe, and clean. As an operational department, housekeeping is accountable for the upkeep and aesthetic maintenance of the surroundings, including the rooms, public areas as well as the surroundings (Abdou et al., 2022).
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	Training Notes:
Employees working in a housekeeping department are responsible for providing the best cleaning and maintenance facilities to the guests. Typically, they sweep, hoover, mop, change linens, and clean bathrooms, halls, and rooms. Furthermore, the team is also responsible for ensuring that any guest complaints are efficiently resolved (Goh and Baum, 2021). 
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	Training Notes:
A poor guest experience can negatively affect the reputation of a hotel in a number of ways. With some of the above-identified complaints, a dissatisfied hotel visitor can leave a negative impression that lasts a lifetime. For this reason, successful managers, employees and industry professionals place greater attention on effectively dealing with guest complaints. This, in turn, is associated with the fact that the professionals know about the negative effects that an unanswered guest complaint can have on the reputation (Akbar, 2021).
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	Training Notes:	
Before handling a complaint, an employee should be aware of the basics of dealing with the circumstances. The complainant or complainers may be agitated or disturbed, and therefore, it is important to maintain composure and give guests their full attention. People want to be recognised and understood. The next phase is to express empathy for visitors and to apologise. The focus should be on offering to send help so that the issue can be resolved. To avoid problems in the future, the team should refrain from accepting commitments that might be difficult to be fulfilled (Kyalo, 2023).
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	Training Notes:
Employees in the hospitality industry are likely to support the principles, beliefs, and vision of the hotels they are associated with. Efficient engagement is crucial as teams with broad proficiency and an expert workforce are certainly able to deliver exceptional customer service. Keeping a high level of engagement is a modest way to make them do their respective jobs efficiently (W Fakhry et al., 2022).
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	Training Notes:
This is where the component of problem-solving is prioritised. Having hotel policies on hand can be useful in this situation. Guests must be informed regarding the anticipated completion time. The most important step of all may be following up with guests. At the very least, one should get in touch with the guest to make sure they have been taken care of, and the issue has been rectified (Kyalo, 2023).
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	Training Notes:
One of the main duties of the housekeeping staff is cleaning. Cleaning should be carried out before guests check into their rooms, while they are staying at the hotel, and right away after guests check out. Cleaning could be a highly draining task, and therefore, depending on their areas of specialisation, several cleaning staff members should handle it. Some cleaning tasks, including cleaning occupied guest rooms, must be done twice daily (Saragi et al., 2022).
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	Training Notes:
Personal grooming plays a significant role in making a good first impression. It exudes seriousness, attention to detail, and regard for one's appearance. Because guests expect exceptional service in the hospitality industry, personal hygiene and grooming are extremely important (Sharma and Kaushik, 2021).
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	Training Notes:
Workplace issues can be reduced or mitigated with good housekeeping and following proper health and safety procedures. The emphasis should be on following the health and safety protocols as a part of the hotel’s code of conduct. In addition, strict monitoring of health, safety and hygiene protocols should be ensured (Saragi et al., 2022).
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