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	My study of the most important qualities of a housekeeping team member has given me diverse viewpoints on the hospitality business and helped me realise the value of these qualities for my own career path. Housekeeping is a crucial aspect of the hospitality industry since it is responsible for maintaining accommodations like hotels, motels, and inns organised and clean for its guests. After giving it some thought, I have come up with a list of key skills that help ensure a productive housekeeping team, based on my studies and my own experiences.
First of all, the performance of the housekeeping team is heavily dependent on the team's ability to effectively communicate. In order to convey instructions, report maintenance concerns, and coordinate work among team members, clear and straightforward communication is essential (Mullins and Dossor, 2013). After doing some research, I have learned that effective lines of communication are crucial to streamlining processes. A major hotel's housekeeping staff, for example, must coordinate its efforts with those of the front desk and the maintenance staff. Dissatisfied customers and inefficient operations are the result of poor communication breakdowns including misunderstandings and delays (Cottrell, 2019). Having realised the significance of effective communication, I want to develop my abilities in this area to facilitate harmonious collaboration and growth within the company.
Time management is a vital skill for any housekeeper. Time management skills, including the ability to set priorities, plan processes, and stick to deadlines, are essential for keeping operations running smoothly (Hartnell and Kinicki, 2021). Time is money in the hotel business, thus cleaning rooms quickly is a must. During my investigation, I came across a case study describing how a cleaning team's inability to efficiently manage their time resulted in slow room shifts and dissatisfied guests. I am able to guarantee that rooms are cleaned quickly without sacrificing quality by putting into practice what I have learned in the classroom about time management approaches, such as the use of checklists, technological tracking of work, and optimisation of cleaning procedures. 
Another important skill one must have in housekeeping is to pay close attention to detail. For this ability to be effective, one must take a thorough approach to cleaning, giving close attention to every detail (Bakker and Leiter, 2010). As I learned more about the topic, I saw how crucial attention to detail is for ensuring the satisfaction and happiness of clients. I read a case study on a hotel chain that got bad feedback because of its dirty restrooms. The housekeeping staff failed to take care of minor issues, such as wet stains on mirrors and soap scum in the shower, which negatively impacted the stay of the guests. To leave a good impression on visitors, I pay close attention to every detail and make sure any problems are dealt with immediately.
A housekeeping team must be flexible and ready to solve problems quickly and effectively. Uncertainty is expected in the hospitality sector, where problems and difficulties can come out anytime. Maintaining composure, rearranging responsibilities, and coordinating efforts are all crucial in any emergency situation (Shuck and Wollard, 2021). Based on my investigation, I've concluded that a team's performance and the level of happiness of its guests are directly correlated with its members' capacity to learn quickly and effectively solve problems.
However, the most important talents for housekeeping staff to have are good communication, time management, attention to detail, flexibility, and problem resolution. After giving some thought to the subject, I've come to appreciate the value of these abilities within the framework of the hospitality sector. Because cleanliness and tidiness are key expectations of visitors, the cleaning staff plays a crucial role in creating their experiences. Contributing effectively to the effectiveness of the housekeeping team and increasing guest satisfaction requires me to put my theoretical knowledge to employ in real-world scenarios, such as paying close attention to detail during room checks, enhancing communication channels with other departments, managing time productively, and coping with unforeseen circumstances. With this newly acquired knowledge of the value of these abilities in the context of the hospitality business, I am inspired to work diligently towards mastery of these abilities so that I may succeed in my chosen sector of housekeeping. 
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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?

	Guest's room not properly cleaned on arrival	










































	There may have been a misunderstanding or miscommunication about the specific way the visitor wanted their room cleaned.
	I will express my apologies to the visitor for the inconvenience, and I will reassure them that their feedback will be taken into consideration with high importance.
	In order to ensure uniformity and thoroughness in the cleaning of the rooms, I will go through the cleaning procedures with the housekeeping staff and reinforce them (Bridger, 2018).
	I will ensure that the cleaning staff receives consistent education in order to improve their abilities and knowledge.

	
	Staff shortages or unanticipated absences may have forced hurried cleaning procedures or even skipped the room entirely (Denizci, 2021).
	I will inform a member of the housekeeping staff to promptly clean the guest's room to the level of cleanliness that they need.
	Before they are allowed to identify a room as clean, the cleaning staff will be required to complete a rigorous room inspection checklist that I will establish.
	I will set up a feedback system so visitors may express their comments about the overall cleanliness of their rooms, and I will swiftly fix any concerns that arise as a result of this feedback.

	
	Inadequate training of new or temporary personnel on the hotel's cleaning requirements may result in missed areas or sloppy work (Bhardwaj and Kalia, 2021).
	In exchange for the trouble that was created, I shall make a suitable expression of goodwill to the visitor or provide them with some kind of recompense.
	In order to guarantee that the quality criteria are fulfilled on a continuous basis, I will do periodic spot inspections in rooms that have been cleaned (Raghubalan and Raghubalan, 2015).
	I will establish transparent standards of performance and expectations for the housekeeping staff in order to promote a culture that values responsibility.

	
	There is a higher risk of negligence or insufficient cleaning during peak occupancy times.
	I will set up a system to keep tabs on complaints from visitors about the cleanliness of their rooms and respond appropriately. 
	I will put in place a procedure to record and keep track of complaints from guests about the cleanliness of their rooms, as well as to analyse trends and take appropriate action in response (Denizci, 2021).
	By scheduling frequent meetings for the team and creating a space in which members of the team may voice their thoughts and concerns, I will work to promote open communication among the members of the team.

	
	Cleaning quality can be impacted by issues with cleaning tools and supplies. This includes faulty vacuum cleaners and running out of cleaning products.
	After I have fixed the immediate problem, I will check in with the guest to make sure they are happy with the outcome. To show that the hotel care about the guests' experiences, I may provide a complimentary or a discount on their room charge.
	To provide sufficient coverage and prevent overburdening any one employee, I will calculate staffing needs in light of occupancy levels.
	I will always have an open-door policy so that anyone on my staff who has questions or concerns can approach me directly. Foster openness and a sense of belonging by establishing consistent channels of communication and feedback for team members (Quick, 2020).




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: 
Slide 1: Introduction
The hospitality industry is being more competitive day by day. Different new companies are entering into the industry that increases the competition within the industry. To sustain in such a competitive industry, it is crucial to ensure efficiency and effectiveness (Rogers, 2013). That’s why organisations are trying to enhance their efficiency and effectiveness as well as enhance to provide better service to the guest to achieve higher customer satisfaction as customer satisfaction helps to retain customers and increase the profitability. The goal of this training presentation is to provide staff with the information and tools they require to deliver outstanding cleaning services. This training presentation also aims to help the housekeeping staff become more efficient in their work, better grasp the significance of facilities management, and give outstanding customer service to the hotel's guests.
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	Training Notes: 
Slide 2: Importance of Facilities Management
The smooth functioning of a hotel depends heavily on the efforts of the facilities management team. It involves several different tasks that are essential to the organisation's progress. Here, the importance of facilities management will be discussed. 
Infrastructure Maintenance: The hotel's infrastructure—including its interior, electricity, water supply, air conditioners, and heaters—must be managed by facilities personnel to keep running smoothly and in good shape (Ferdinand and Kitchin, 2012). It should be ensured that visitors and staff always feel comfortable and safe by doing regular inspections, preventative maintenance, and repairs as soon as they are needed.
Asset Management: Managing the hotel's assets, such as its furniture, appliances, tools, and amenities, is part of effective facilities management. To extend their useful life and keep them in top shape for as long as possible, we take the necessary precautions to care for, maintain, and replace them as needed. Increased visitor pleasure and lower long-term operating expenses are both outcomes of this practice.
Energy Efficiency and Sustainability: Sustainable practises and energy efficiency are two additional areas of facilities management. Eco-friendly measures, such as improved recycling and waste management activities, are also part of the solution (Harvey and Lewis, 2021). Facilities management helps the hotel save money and show its dedication to sustainability by cutting down on energy use and other negative effects on the environment.
Space Utilization and Planning: With efficient facilities management, the hotel can make the most of its available rooms. To achieve this goal, one must use methods of strategic planning, design of the physical environment, and distribution of resources. Facilities management plays a critical part in ensuring a smooth and organised atmosphere, whether it be in the allocation of guest rooms, common areas, or back-of-house spaces.
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	Training Notes: 
Slide 3: Housekeeping Procedures
Maintaining a hotel's cleanliness, order, and guests' happiness requires well-executed housekeeping operations. The following sections provide an overview of important aspects of housekeeping:
Maintaining and Cleaning Rooms: Complete cleaning of guest rooms is required; this includes dusting, vacuuming, and surface disinfecting. Maintaining a clean and well-stocked minibar and fresh sheets on the beds is also crucial. Any problems that are discovered during inspection, such as damaged fittings or broken machinery, must be reported immediately (Rogers, 2013). There may be specialised cleaning requirements for suites and VIP rooms.
Public Area Cleaning: It is essential that common areas including lobbies, hallways and lifts be kept clean and tidy at all times. High-touch areas such as doorknobs, handrails, and countertops should be cleaned and disinfected often. Take out the garbage, change the liners, and make sure recyclables are properly disposed of. Keep an eye on the stock in the public bathrooms and restock as needed.
Management of Bed linens and Laundry: Bed linens and Laundry must be managed properly. Prepare dirty linens for laundry by collecting, sorting, and processing them as required (Racherla and Hu, 2020). Maintain and operate washing machines to keep linens clean and smelling fresh. Keep an eye on the linen closet and make sure the housekeeping carts are always stocked up. Check and fix linens, eliminating stains and keeping quality high.
Lost and Found Procedures: A procedure to deal with visitors' lost items in an orderly way should be established. Make sure to clearly mark and securely store any goods you find. Please return or dispose of any unclaimed things in accordance with the hotel's policy. Also, keeping track of lost and recovered goods and keep the lines of communication open with other divisions is vital.
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	Training Notes: 
Slide 4: Key Skills for Housekeeping
Cleaning houses effectively and efficiently calls for a wide range of abilities. The following is an in-depth summary of the most important abilities needed for efficient housekeeping:
Attention to Detail: To keep everything neat and tidy, you need to pay close attention to every little detail. Employees in the housekeeping department should be able to quickly and accurately identify dirty or stained areas that need special attention. Rooms and common spaces will always be spotless because of the meticulous attention to detail.
Time Management: In the fast-paced world of housekeeping, the ability to effectively manage one's time is essential (Harvey and Lewis, 2021). Employees need to set priorities, schedule projects, and work quickly and effectively to fulfil deadlines. Rooms may be cleaned thoroughly and be ready for guests to check in on time thanks to efficient use of staff time.
Communication Skills: Housekeeping employees must be able to communicate clearly and effectively with one another and with other departments in order to work together effectively and cater to guests' individual preferences. Possessing excellent verbal and written communication skills is essential for providing prompt, accurate service to guests.
Organisational Skills: Keeping everything organised and running smoothly requires some serious planning (Harvey, 2018). The cleaning crew has to be well-organized in terms of supplies, tools, and routines. since a result, there is less room for error or wasted effort since activities are carried out in a methodical manner.
Problem-Solving Abilities: Resolving guest complaints, fixing maintenance problems, and overcoming unforeseen obstacles in housekeeping all need quick problem-solving abilities. Staff members should be ingenious, creative, and problem-solving in order to be successful.
The housekeeping staff can better serve the guests, maintain the standards of cleanliness, and boost happiness among all of the patrons if they develop and hone these abilities. 
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	Training Notes:
Slide 5: Employee Engagement Model 
The success of any housekeeping staff depends on the enthusiasm and commitment of its employees. To better understand and encourage employee engagement, a useful framework is the Kahn Model of Personal Engagement (Sigala, 2017). In this article, we will examine the Kahn Model's parts in more depth.
Physical Engagement: The term "physical engagement" describes the more obvious and measurable ways in which workers are invested in their work (Lewis and Brown, 2022). It entails doing housework with enthusiasm and diligence. Employees are more likely to put out their best effort and meet or exceed all expectations when they are actively involved in their work. Being physically involved also entails being quick to respond to visitors' requests and meticulous about keeping things tidy on the job.
Cognitive Engagement: Employee involvement that is based on the mind and emotions is called "cognitive engagement." It has to do with how invested the housekeepers are in their profession, how eager they are to learn new things, and how proactive they are. Employees that are invested in their work show a propensity to acquire new knowledge, develop their existing expertise, and provide novel solutions to problems that arise in the housekeeping department. They accept responsibility for their actions and work to find and address problems before they become overwhelming.
Emotional Engagement: Emotional involvement is the level of investment and dedication that person feels for their job and their company (Lewis and Brown, 2022). Housekeepers that are invested in their jobs, their coworkers, and the hotel as a whole are a real asset. In turn, this raises their spirits at work and makes them happier overall. Part of being emotionally invested in the position is making an effort to build rapport with co-workers, customers, and other departments so that everyone can get along. 
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	Training Notes: 
Slide 6: Maintaining Hotel Rooms Up to Standards 
It is crucial for both guest happiness and the hotel's image that rooms be kept in pristine condition at all times. The following thorough guidelines highlight the most important facets of keeping hotel rooms in top condition to guarantee they always exceed guests' expectations:
Sanitation & Cleanliness: Each room must be cleaned and sanitised thoroughly, from floor to ceiling and everything in between. To keep things clean and safe from germs, it is crucial to use the right supplies and stick to the right routines (Johnson and Apud, 2018). Maintaining a clean environment requires regular inspections.
Attention to Detail: Each and every feature of the space needs proper attention. The area should be inspected to ensure it is clean, the furniture is in the right places, the cables for appliances are in the right places, and there are no other potential safety risks. Workers should make sure that the shades or curtains are in excellent shape and can be drawn for privacy. The temperature in the room needs to be adjusted to make the stay more comfortable. 
Linens & Bedding: It should be ensured that all of the rooms' linens and bedding are clean, pressed, and in good condition (Racherla and Hu, 2020). Pillows, duvets, and mattress protectors should be checked regularly and replaced if necessary to ensure the comfort and hygiene of guests.
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	Training Notes: 
Slide 7: Quality Assurance and Inspections
Quality control and regular inspections are essential for any cleaning service serious about keeping up appearances. The following sections provide a comprehensive overview of quality control and inspections:
Standards and Procedures: Clear standards and procedures should be established for the cleaning activities (Lawton and Brody, 2017). These guidelines should be expectations for upkeep, repair, service, and brand conformity. Make sure your cleaning team knows what is expected of them by providing them with detailed checklists that cover every aspect of their duties.
Standards and Procedures: In order to ensure that everything is up to par, frequent inspections of guest rooms, common areas, and the rear of the house should be carried out. Delegate inspection tasks to skilled individuals who can conduct thorough checks of the facility's appearance, functioning, and maintenance. Regular checks are needed to ensure consistent performance monitoring.
Corrective Actions: It is important to have a plan in place for what to do if inspections reveal any problems or areas of noncompliance (Rogers, 2013). Taking immediate action to fix any problems or weaknesses that are uncovered is needed. Establishing reliable lines of communication is crucial to inform the right people and prompt corrective measures.
Corrective Actions: The best way to guarantee that employees can consistently achieve or exceed quality standards and visitor expectations is to invest in their professional growth.
Guest Feedback: Customer feedback can be utilised as a method of quality control. Employees should inquire about the quality of the cleaning services that were provided throughout the stay. Maintain a routine of reading and analysing visitor feedback on matters of cleanliness, upkeep, and contentment. 
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	Training Notes: 
Slide 8: Continuous Improvement and Feedback
Reviewing the methods, policies, and educational offerings on a consistent basis is also essential to the pursuit of continuous development. It's critical that we pinpoint ways in which we may improve productivity, effectiveness, and output. In order to do this, it may be necessary to examine current housekeeping practices, investigate potential new technologies or pieces of equipment, or provide supplementary training to fill in any gaps in knowledge or ability. The team members should embrace open discussion and suggestions about how to better serve customers (Lewis and Brown, 2022). Methods for accomplishing this involve arranging frequent team meetings, having one-on-one conversations with managers, or using anonymous tip boxes. Establishing a feedback loop in which visitor feedback is actively listened to and used to drive changes is crucial. Feedback from guests in the form of comments, reviews, and surveys helps staff identify ways in which they may improve their service. By compiling this information, they can spot patterns and take steps to fix the most pressing problems before they grow.
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	Training Notes: 
Slide 9: Health and Safety Protocols
When performing cleaning duties, it is crucial that strict health and safety regulations be followed for the protection of both visitors and employees. The following sections provide an in-depth explanation of crucial topics in health and safety procedures:
Protective Clothing and Gear (PPE): When cleaning, it is imperative that all housekeepers have access to and utilise proper PPE, including gloves, masks, and aprons. Personal protective equipment (PPE) aids in keeping workers safe from harm and reduces the likelihood of contamination.
Safe Chemical Storage and Handling: Safety incidents may be avoided and regulations can be followed more closely if employees are trained in the correct way to handle, use, and store cleaning chemicals (Sharma, Chaudhary and Singh, 2019). For each chemical, provide detailed directions for dilution, proper labelling, and safety data sheets. Keep any chemicals in locked containers and out of the reach of guests.
Hazardous Material Disposal: It should be determined how sharp objects, biohazardous garbage, and other potentially dangerous items will be disposed of. In order to keep the workplace safe and clean for everyone, it is important to have designated containers and to instruct employees on correct disposal procedures.
Maintenance of Knowledge and Skill: To ensure that the staff is up-to-date on health and safety practices, it is important to provide them with ongoing training and refresher courses. Create a safer workplace by raising employees' levels of awareness and getting them involved in preventing accidents.
Compliance with Regulatory Requirements: Keeping up-to-date on the latest health and safety legislation on a state, regional, and federal level is crucial as it relates to the hospitality business. Check policies and procedures on a regular basis to verify that they still meet these standards and that housekeeping operations are in line with them.
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	Training Notes: 
Slide 10: Conclusion
Finally, the presentation covered the fundamentals of effective housekeeping. Facility management, skill development, customer satisfaction, employee involvement, and safety regulations are among the topics that have been covered. By following these instructions, employees can ensure that their cleaning services always match up to their company's standards and the guests' highest expectations. A good and memorable guest experience relies heavily on the employees’ attention to detail, ability to communicate clearly, and dedication to the guest's happiness. Highly-motivated and productive housekeeping staff is the result of an environment that encourages employee participation and continuous growth. Keeping to health and safety regulations protects both customers and workers.
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O The success of a hotel depends heavily on the efforts of the facities
management team.

O Housekeeping, maintenance, and front desk staff must collaborate to keep
the facilty running well (Ferdinand and Kitchin, 2012),

Q Facilties management aids in guest pleasure, operational eficiency, and
cost control by maintaining the hotel's physical assets.

Q For instance, keeping the fooms, common areas, and amenities clean and in
‘good condition is an effective way to impress visitors and make their stay
more enjoyable.
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Q Procedures for housekeeping detall the steps to be taken when doing
different cleaning and organising tasks (Racherla and Hu, 2020).

Q Cleaning the room Includes vacuuming, dusting, cleaning surfaces, and
changingthe shets.

Q Itis standard practice to make beds nicely with clean sheets and organised
pillows.

Q Washroom cleaniiness includes cleaning and sanitising the tollets, sinks and
showers, as well as festocking the necessary items.

Q Establishing routines for cleaning public spaces like the lobby and corridors
and refiling supplies s also important
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Q Providing outstanding housekeeping requires a iverse set of abilfies.

O Attention to detail s crucial as it ensures thorough cleaning and proper
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directions all need clear and concise communication.
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problems and itis a great way to increase client satisfaction
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Q Keeping hotel rooms in good condition is essential to retaining loyal clients.
O Cleaning and rearranging guest rooms requires careful attention to detall on
the partof the housekeeping staff (Johnson and Apud, 2018).

Q Rooms should be inspected on a regular basis to spot any problems, such
s damaged furniture o ftings, or maintenance concerns that need fixing

Q It is crucial for the convenience and comfort of guests that all amenities,
including tolletres, towels, and linens, be suppliedand replaced as needed
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Q Consistency and conformity to standards need the use of qualty assurance
and inspections.

Q Regular inspections by housskeeping supervisors or quality control teams
should check for adherence to policies and practices (Harvey, 2018).

O The results of an Inspection can be used to give constructive criticism,
pinpoint problem areas, and highlightachievements.

Q When problems or shortcomings are found during inspections, they must be
fixed as soon as possible so that quallty may be maintained (Lawton and
Brody, 2017).

O Incorporate the resuits of inspections into efforts to better staff education and
operations to boost productvty.
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Q Maintaining a high standard of housekeeping requires a commitment o
constant development.

Q Team members shouid be encouraged to provide their own ideas and
proposals for upgrading processes or workflows as part of the improvement
process (Lews and Brown, 2022),

Q Team members may address issues, learn from one anoter's experiences,
‘and improve with the help of regular meetings.

O Create a method for recelving and responding to visitor comments in order to
evaluate satisfaction and pinpoint problem areas.
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Q To ensure the well-being of all parties involved, housekeeping must adnere
to strict health and safety regulations.

Q Cleaning chemicals can be dangerous if not handied properly, therefore
‘employees should be taught how {o use them safely.

O When handiing potentially harmful materials, It is important to use protective
‘gear such s gloves and a face mas.

Q Staf members should be prepared for any kind of emergency by receiving
regular training on topics including evacuation plans and dealing with
medical emergencies (Sharma, Chaudhary and Singh, 2015).

O Maintaining a risk-free workplace depends on prompt notification of any
occurrences of concerns.
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Q Facilty management, skill development, customer satisfaction, employee
involvement, and safety reguiations are among the topics that have been
covered.

Q By following these instructions, employees can ensure that their cleaning
services always match up to thelr company's standards and the guests'
highest expectations.

O A good and memorable guest experience relies heavily on the employees'
attention to detai, abilty to communicate clearly, and dedication to the
‘guest's happiness

O Highly-motivated and productive housekeeping Staff is the result of an
environment that encourages employee participation and continuous growth
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