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Housekeeping department is an essential part of hotels as they are charged with maintaining the cleanliness of environment as well as maintaining positive hotel image (Tra, 2020). The key skills required for housekeeping role are, good time management, team player attention to detail, customer service, problem solving and good physical stamina during peak busy times. Housekeeping department of hotels are laborious, physically demanding roles that expose labourers to many health and safety risks (Siaw and Siaw, 2021). This could be slips, trips, falls or contracting contagious illnesses, chemical risks, stress induced psychological ailments as they are exposed to high levels of foot traffic from around the world from consumers and a busy environment (Chela-Alvarez et al., 2020).Physical stamina is essential as housekeeping cover long hours, while maintaining work load and work life can be effected as hours can change dependent on hotel demand (Piso, 2022).Hospitality is a fast growing industry which in return means  job opportunities but quality of labourer is questioned as hotels rely on housekeeping to increase revenue and customer satisfaction (Verma et al., 2020).good communication is also essential to liaise with other departments or rectify and complaints from customer effectively. While also having in depth knowledge of in-house chemicals, policy, and safety procedures in an event of an emergency, this can be done through training. As most housekeeping duties are outsourced which is cost effective as well as time effective for hotels, housekeeping employees need to be confident in their job specific, independent company policy etc (Twumasi, 2019). Housekeeping relies more on soft skills like personal time management, workload management and personal attributes like personality as this sector is an unskilled sector, there for hard skills are not focused on as much. Majority of labourers in this sector are younger generations who see this as a means to an end therefor staff turnover is very high in this sector (Cheung and Woo, 2021). Potential housekeeping employees who have the right attitude, work ethic that match the hotel and its targeted customers will have less employee turnover (W. Fakhry et al., 2022). Housekeeping team are made aware of clients request for room and in order to maintain privacy and integrity, housekeeping team are expected to be tactful with knowledge while maintaining customer satisfaction (Işık et al., 2021).During my placement period observing the housekeeping department in Marriot I noticed how time management is essential as staff are allocated 28 minutes per room to clean and ready for it to be sold. Knowledge of inhouse chemicals was essential as different products are designed to clean different things, an example of this is spray to clean mirrors, disinfectant to clean touch points, toilet cleaner etc. Long stay guest requesting fresh towels or room clean. Guests asking directions for in house gym, maintenance queries or simply changing their check out times, room service cleaning, all while maintaining their daily workload. Also navigating dissatisfied customers who complain of inadequate housekeeping or other service while still maintaining professional attitude. Problem solving during unique situations allows the team to think critically to solve problems and promotes emotional intelligence. To succeed in this department, the right personal attitude is essential as well as thick skin due to the nature of the job being both physically and mentally stressful. I also noticed that the team follow allocated sections and rooms throughout the day while still working as a team should unexpected situations arise. Due to good team communication and management between housekeeping mangers and their staff, I noticed team moral was positive and productive. Staff are given in depth training of all chemical products they will be using and training given for specialist cleaning like metal polishing, spot cleaning carpets, using hoovers and industrial carpet cleaning machine. Also, I noticed staff check office board to see if any changes have been made like if room occupancy has decreased or increased any rooms or areas need deep cleaning etc. 
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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?


	
Customer dissatisfaction with level of cleanliness of room.

	Possibilities:

-Shot staffing. 
-Digital error on system
-Unexpected checking
-Do not disturb sign left on door
 
	Investigate: -

-Physically check room immediately.
-Why room was overlooked.
-Who was allocated the room.
	Once room is cleaned to b checked by supervisor and then manager does a walk through to check if anything has been missed.

	-Allocate rooms to staff 
- Walk through after all rooms are cleaned to pick up potentially missed things.
-Check with staff if any have physical restrictions if any aliments. This will help allocating he right staff mix for jobs.
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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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                 Introduction  This presentation is to improve work environment for all.  To help expand Knowledge .  Job role and responsibilities may differ, but knowledge is for everyone.  Quality of service and job satisfactory is important 
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                      Manual Handling  This is in place to keep everyone safe and reduce unnecessary injuries. It is important that anyone unsure to ask questions and have refresher courses if needed .  Check to see if something is heavy , if there is equipment available that cn be used.  If unavoidable potential hazards are established, then a risk assessment need to be done to rectify and reduce hazard.  Manual handling is transporting or supporting a load by hand or bodily force(HSE, 2020) .   
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                      Chemical handling  Control of Substances Hazardous to Health (COSHH) is important to keep you and others safe .  Reduce chemical burns or reactions through skin or inhalation .  Using correct PPE equipment  a hazard could exist in almost any chemical quantity depending on the characteristics of that specific chemical and the conditions it is exposed to (Morgan et al. , 2020).   
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                      Infection Control     With Covid - 19 being a perfect example of why infection control is a vital aspect not to be overlooked in hotel industry.  Will keep you and others health meaning less time off work.  It is easy to maintain by adhering to hotel policy and disinfecting and cleaning hot spot touch areas like door handles ,remotes etc  This is to promote safety and care within hotel (Dempsey et al. , 2022).
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                      Safety and Emergency Procedures  It is important to know what to do in an event of a disaster or fire in hotel, in the event of a fire for example.  Fire evacuation process.  Meeting points .  This is not just goof for hotel image but to also preserve life and prevent injuries or panic (Tsai et al. , 2020).   
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                      Guest Interaction and customer service  Guests see all hotel employees as an extension of hotel brand and image .  It is important to remember that when interacting with guests , even if a complaint is made as it is not necessarily about you individually more so service .  By taking pride in your job, role not only will it benefit hotel but also you as it will make your day productive and positive ( Nimri et al. , 2020).  Be aware of body language and tone of voice at will influence a guest perceived opinion of you .   
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                      Time Management  Organise workload to avoid errors .  Reduce stress by taking too much on .  Concentrate on quality more than quality to promote high level of standard.  Wellbeing in hospitality is particularly relevant because the hospitality industry faces unique challenges such as extended operation hours, intensive job demands, and daily or seasonal fluctuations(Agarwal, 2020).   
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                      Conclusion  Do not be afraid to ask anything.  More training .  Share Health concerns.  As for career progression.  This will increase team moral and connectivity.   
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