	
[image: UWTSD new Logo]

[image: A picture containing text, font, white, typography

Description automatically generated]

	Student No:2214483
	
	

	
	Module Title:
	Operating Hotel Facilities
	

	
	Module Code:
	BMIH4006
	

	
	Lecturer:
	Lola Villard BA (Hons)
	

	
	
	
	

	[bookmark: _Toc136119494]The key skills required when working in the housekeeping team
In the hotel sector, the cleaning staffs are essential for maintaining cleanliness, order, and overall client pleasure. In order to confirm that, the housekeeping crew must possess a few crucial talents. In order to provide seamless and effective customer service and to run operations generally, these talents must not just be technical but also interpersonal. I've learned some of the essential abilities that are necessary for the cleaning crew via my experience. In this study, I've attempted to highlight a few of the abilities that are crucial for doing good housekeeping (Abcouwer et al, 2021)
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Figure: Housekeeping (Berkovich et al, 2021)

Time management: In the hospitality sector, time management is a crucial ability that may be the difference between success and failure. There is a high volume of check-ins and check-outs at hotels, which creates a fast-paced workplace. Therefore, the hotel's cleaning staff must be able to prioritise duties, do them quickly, and meet deadlines. Time management is essential for the housekeepers because of their demanding schedules and capacity for additional demands. If I were to talk from experience, I would discover that effective time management and grouping the task boost productivity and enable on-time room cleaning (Berkovich et al, 2021)
Attention to details: Paying attention to details is a necessary ability for efficient housekeeping. In my opinion, a housekeeping service ought to pay close attention to detail, ensure that the rooms are clean and organised, and have all required goods close at hand for guests to utilise. Housekeepers need to take additional precautions when it comes to making the bed, changing the towels and linens, and cleaning the dust and toilets. Due to the variety of consumers, it is important to pay attention to even the smallest things in order to guarantee their pleasure. Keeping an eye out for everything that makes a hotel stand out in the hotel business. For instance, I can recall an incidence when a client left a little but crucial item at the hotel. One of the housekeepers found it, and the return was entirely voluntary. The customer was really delighted and appreciative for this (Fikri et al, 2021)
Teamwork: Teamwork is crucial for every team because when members work together, a team can run efficiently. Effective cooperation not only increases productivity but also fosters a pleasant workplace. Therefore, housekeepers should be able to collaborate while respecting and supporting other team members. We allocated the additional work and efficiently completed the task after an occurrence involving a member of our team who was critically sick (Hanna, 2021)
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Figure: Teamwork in housekeeping (Hanna, 2021)
Effective communication: In a hectic sector like hospitality, good communication is very crucial. Housekeepers also need to be able to converse with a variety of people, including visitors, superiors, and staff from other departments. This is required in order to resolve problems, respond to questions, plan projects, and other things. I can recall a scenario when a client requested towels before having a shower and told staff as well, but the request was not sent to the inventory team and the consumer had to wait for hours. The visitor left the hotel with a bad impression (Hanna, 2021)
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Figure: The significance of cleaning (Haslam et al, 2021)
The manner in which I will be able to use theoretical understanding when working in industry
For me, applying theory to my job in the hospitality sector is crucial since it promotes both my professional and personal development. In order to make decisions and solve problems, I will first attempt to use theory. In engaging with actual customers, I can use the ideas I've learned about customer happiness and service excellence.  In order to provide the visitor with a better experience, I will also use my academic knowledge to analyse the trends in the hospitality sector. As a result of my education in the industry's historical and cultural framework, I am better able to see trends, anticipate problems, and make more well-informed judgements (Haslam et al, 2021)
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Importance of the topic in the hospitality industry
Since they directly affect client happiness and loyalty, cleaning and its related skills are of utmost importance in the hotel sector. I believe that cleaning is very important in keeping the hotel's rooms and other amenities clean, sanitary, and organised, which is necessary to provide a good first impression on the client. Then, housekeeping guarantees consumer safety by checking that everything is in its proper location and is not broken (Heckman et al, 2022)
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Component Two:
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	Problem
	Why did it happen?
	What are I going to do?
	How will I prevent this from happening in the future?
	What measures would I introduce to improve team effectiveness?

	The Hotel room had not been cleaned properly.
	I discovered there were some complaints concerning the management of the rooms as the team head of a hotel management department, and I believe this scenario may have resulted from the hotel's cleaning committee's negligence. Through my own experience, I have learned how physical toughness and resilience are beneficial in many kinds of challenging circumstances (Heckman et al, 2022)
	I had a lot of work to do as a member of the hotel management committee when I learned of the guest's complaint. 
Despite being exhausted, I must do the assignment with a good attitude. I may set up a meeting for all hotel staff members to attend, at which I can inform them of the issues hotel guests are experiencing.
	The hotel authorities are concerned when a visitor expresses dissatisfaction with any of the hotel's services because the guest may come away from the experience with a bad opinion of the hotel's management. In order to prevent a scenario like this from occurring again, it is my responsibility as the team leader to effectively manage the team (Jones et al, 2022)
	There are several things that I can do as a team leader to keep myself out of a crisis. A housekeeper has to be in good physical health to do the job well. To assist the staff in understanding their responsibilities, I may set up several training sessions (Karakose et al, 2021)


	Room service issues
	Sometimes difficulties with hotel management emerge because the hotel authorities are unable to provide its visitors the right services, which leads to complications. The task include cleaning the room, making the beds, carrying heavy objects, pushing carts, spending a lot of time on foot, etc.
	I have to advise the whole committee as team leader that there have been some problems with room service, and that we need to be cautious while using the hotel authority's services. The majority of housekeeping tasks need physical endurance and strength (Kim et al, 2022)
	Any hotel company understands the value of reputation, therefore when a customer complains about the hotel's services, the hotel authorities may take notice. By overseeing the hotel management section's operations (Labrague, 2021)
	In my role as team leader, I'm responsible for keeping up with a number of departments so that the hotel management can effectively service the guests. The most important thing is to provide the hotel management committee a good set of tasks to complete among other things (Lavigne et al, 2022)

	Problems related to food
	The hotel management's dining service may sometimes cause issues for the visitor. The hotel authority's negligence might be to blame (Liu et al, 2022)
	I have to handle any issue that the visitors have since I am the team leader. I have to attempt to provide the visitors with the best service possible while also informing the whole committee of the issues they are experiencing (Nani et al, 2021)
	When a client complains about the meal they received, the hotel management should be cautious since sometimes they may not be aware of the cuisine's quality. Therefore, it is my responsibility as team leader to oversee the food's quality.
	It is crucial to take certain steps in order for the hotel authorities to provide the visitor suitable services. A committee that will test every food item before it is served to a visitor may be formed by the hotel management (Nani et al, 2021)

	Cleaning issues
	Different sorts of customers check into the hotel, and when they depart their rooms, there can be a problem with the cleanliness of the room.
	I have a lot of responsibilities as the team leader, and by successfully accomplishing all of them, I can serve the guests with no problems. To effectively serve the visitors, I must thus take care of the hotel's housekeeping difficulties.
	I can make the hotel staff more aware of their responsibilities by compiling a complete list of the issues that visitors encounter, and this will enable me to provide the best possible service.
	By taking certain steps, we can service the visitor without running into any issues. For instance, if I as a hotel member take some action to address the hotel's cleanliness difficulties, it will be simpler for the management to provide the guests with the best possible service (Takács et al, 2021)

	Room delivery issues
	There is a procedure for delivering meals to a guest's room at every hotel. But sometimes, when the authority doesn't adequately give room delivery, this condition could lead to a difficulty.
	I must oversee the hotel authority's correct provision of room services to the guests in my capacity as team leader.
	I must ensure that the hotel authority offers the guest the right services so that the visitor won't have any complaints about the service.
	We will be able to preserve the hotel's image as a consequence of the actions I must take as a team leader in order to effectively serve the visitor (Wojtak et al, 2021)
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	Training Notes: 
Training Notes: Running hotel operations entails overseeing a variety of amenities and services for the hotel's visitors. Having access to these services and amenities guarantees that visitors will have a pleasant and comfortable stay. To guarantee visitor happiness and achieve the success of the hotel, hotel operations involve precise planning, organising, and administration. Operating hotel facilities provides high standards, outstanding service, and on-time satisfaction for their visitors. Here, as a housekeeping manager, I'll learn about guest complaints that require basic training for my team members on the housekeeping team, a brand standard that's attained health and safety protocols, and an employee engagement model to a best practise industry example. (Haslam et al, 2021)

	[bookmark: _Toc136119172]Guest complaints that need to put together basic training for colleagues within the housekeeping team as a floor housekeeping manager, to get the best out of them
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	Training Notes: 
Overview of Guest Complaints
An overview of the most common guest complaints will be given in this section by a floor housekeeping manager. A floor housekeeping manager will emphasise the most often brought up complaints in this section, including cleanliness, adequate sanitation, room amenities, appropriateness of service and facilities, and so on. Customer satisfaction and hotel reputation will also be covered in this section. (Heckman et al, 2022)
Principal Housekeeping Duties
A few examples of important housekeeping duties include keeping the guest room clean and orderly, replenishing supplies and services, promptly responding to visitor requests, and making sure the public spaces are sanitised and clean. (Heckman et al, 2022)
Collaboration and Dialogue
It's crucial to make sure the team communicates and works together effectively. To get the greatest performance out of co-workers in the housekeeping department, it is crucial to ensure courteous and productive communication. Furthermore, encouraging collaboration and a supportive attitude within the housekeeping staff might lead to greater outcomes. (Jones et al, 2022)
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	Training Notes:
Effective Time Management
In order to get better outcomes faster, time management is crucial in addition to job prioritisation. They also keep consumers happy by offering various services and goods in each of their rooms. Colleagues may produce greater results if idle time is reduced, and productivity is increased. (Karakose et al, 2021)
Q&A and Reaction
Teams must set out a defined amount of time for feedback and question-answer sessions. Better accuracy is possible if recommendations and appropriate comments are provided to the team. For instance, when I'm serving a client, I treat them with positivity, make sure all the things they need are in the room, and so on. At the same time, showing appreciation for the visitors' dedication and services might encourage employees to do better. (Jones et al, 2022)

	[bookmark: _Toc136119173]Ensure that brand standard is being achieved and that Health and Safety procedures are also being followed.
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	Training Notes:
Create explicit brand standards: It is essential to create a brand standard that is detailed and includes expectations for the brands in the documents. This particular brand standard will include use instructions for the logo, colour schemes, typography, and brand-related rules that must be adhered to. (Karakose et al, 2021)
Employee training
Conducting staff training for the brand standard and significance of the attachment to them is crucial as part of the health and safety process. It is crucial that all staff, especially new recruits, have the necessary training to fulfil any job. (Kim et al, 2022)
Safety and health regulations
Create thorough health and safety rules that adhere to the necessary laws and regulations. The health and safety guidelines will include things like emergency protocols, personal protective equipment (PPE), and cleanliness standards. (Kim et al, 2022)
Continual development
Organisations must provide a constant improvement process by providing a number of workshops for the staff so they may grow in their knowledge of new abilities. Review and update brand standards and health and safety processes on a regular basis based on consumer input, industry best practises, and changes to the legislation. Join the latest fashions and technological advancements to strengthen the organisation's security measures and brand consistency.  (Labrague, 2021)


	[bookmark: _Toc136119174]Employee engagement model to a best practice industry example, this would ultimately give the team a framework of which to follow.
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	Training Notes:
The Gallup Q12 model, which is very applicable to the hotel business, is the most well-known and widely-used staff management model. As an example of how to manage employees in this particular sector, Choice Hotel International uses the Gallup Q12 model, which is described below (Lavigne et al, 2022)
Specified goals: "Choice Hotel International" makes sure that there are clear expectations for its staff, including job descriptions, training plans, and performance reviews.
Resources and equipment: Employees of "Choice Hotel International" are given the tools and resources they need to carry out their duties effectively and to reap the most rewards from the company in terms of career advancement. (Lavigne et al, 2022)
Gratitude and criticism
In order to comprehend the demands of the staff, "Choice Hotel International" ensures a policy of appreciation and feedback. The workers' morale may be raised by this.
Collaboration and teamwork
"Choice Hotel International" encourages teamwork and cooperation so that workers may complete tasks more quickly and effectively (Liu et al, 2022)
Employee welfare "Choice Hotel International" guarantees performance bonuses, along with additional incentives and assistance for the welfare of its employees, which encourages them to work better and handle all of their responsibilities.
Communication
Any company knows how important communication is, and "Choice Hotel International" makes sure that all of its workers and departments are well informed. (Liu et al, 2022)
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	Training Notes:
Fairness and respect are training objectives
"Choice Hotel International" aims to promote respect among all staff members and provide a similar working environment to everyone. (Nani et al, 2021)
Goals and objectives
All of the staff members at "Choice Hotel International" are given the mission and purpose so they may endeavour to uphold it and comprehend their objectives. For instance, when I'm serving a client, I treat them with positivity, make sure all the things they need are in the room, and so on. The majority of the time, these results in a favourable review, satisfied customers, and loyalty. (Nani et al, 2021)
Leadership 
"Choice Hotel International" provides ideal leadership in the company, resulting in a more productive workplace for all workers and improved output from them. The upkeep and preservation of any hotel's assets is another responsibility of housekeeping. All workers may become more inspired and encouraged to participate in activities with the help of effective leadership. (Takács et al, 2021)
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	Training Notes:
One aspect of administering hotel facilities is overseeing a range of amenities and services for travellers. This level of facilities and service ensures a great stay for the guests. The management, organisation, and planning of hotel operations must be flawless if they are to be successful and ensure customer happiness. Operating hotel properties guarantees high standards, excellent guest service, and rapid attention to their demands. Guest complaints that need to be handled, brand standards that must be met, health and safety protocols, and a staff engagement strategy to serve as a best practise industry example for my housekeeping team colleagues were all discussed in this presentation (Takács et al, 2021)
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	Training Notes:
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