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	The main skills necessary for a person working in a housekeeping team are as follows in order of importance:
•	Housekeeping skills - To succeed in their jobs, housekeepers must acquire as many talents as they can. A housekeeper needs to be proficient at dusting, vacuuming, sweeping, washing floors, cleaning bathrooms and bedrooms, and polishing surfaces (Climb Editorial Team, 2022).
•	Attention to detail - To satisfactorily complete their tasks, which encompass from organising various everyday items to assuring that the bed linens are properly fitted to the bed, the bathroom is thoroughly disinfected, and the floors and windows are clean and streak-free, these cleaning specialists need to have a good eye for detail. These small details can make the difference between a 4-star and a 5-star review. 
•	Customer service and communication skills - For instance, it's crucial that you pay attention and reply in a way that makes your client feel heard if they ask you to alter their cleaning schedule or add a new chore. A demonstrated ability to handle numerous tasks at once while still giving excellent customer service in fast-paced settings is important for a housekeeper (Jobs.ie editorial team, 2020).
•	Time management refers to the capacity to organise and carry out duties so that you can maintain your obligations. Housekeepers often have multiple chores, so it is important that they can prioritize their work and complete each task within a reasonable period. For example, if the employer needs to clean the house by 3:00 pm, the housekeeper who is good at time management knows that she needs to start cleaning at 1:00 pm or earlier as it takes about 2 hours to thoroughly clean the house (Kourmentza, 2013).
•	Self-discipline - Housekeeping can be somewhat exhausting, repetitive, and unpleasant work. As a housekeeper, you will have to endure every day, attempting to do your finest in each task. You will likely not be supervised constantly, so you will have to attempt your best even when no one is watching (Gerencer, 2023).
	Heavy lifting may be a large part of household chores. You may have to relocate equipment while cleaning a space or haul heavy equipment around. Being physically fit may increase efficiency and decrease the time needed to complete cleaning a space since other cleaning tasks require a lot of bending and stretching.
In order to reach confined spaces and clean up messes with a broom and dustpan, you will need to balance on your toes. For example, certain occupations may need candidates to be physically fit and able to lift between 10 and 25 pounds (Jordan, 2022).
It is the responsibility of housekeepers to wash the client's clothing and linens. As a result, before applying for a job of this sort, you must be familiar with the fundamentals of laundry care.
	Another important skill is the capacity to monitor and order tasks, also known as organizational skills. You can be responsible for a variety of tasks as a housekeeper that calls for organization. For instance, if your job involves cleaning hotel rooms, you must be familiar with the resources required for each type of room and how to arrange them. In order to successfully do your cleaning tasks, you also need to be able to recall where specific items are stored (Andrew, 2022)
            You will be responsible for overseeing someone's living space as a housekeeper. Regardless matter whether you're sleeping in a hospital bed or a hotel bed, you should feel comfortable removing your old bedding and replacing it with fresh, clean sheets and blankets. The bed has to be remade after that, and you should make sure everything is smooth to make it appear welcoming.
            Housekeepers make use of a wide range of household and cleaning tools. You may need to feel confident operating several sorts of laundry appliances, including washers, dryers, and irons, depending on the job. Vacuums, floor polishers, carpet cleaners, and other cleaning tools could be needed for further cleaning duties.
	The personal qualities of the housekeeper are also very important. For example, if you work in a hotel or motel, your level of trustworthiness may be a major consideration. You'll discover a lot of personal information about your clients that you must keep secret. When you're working, for instance, you can pass by a lot of pricey accessories, jewellery, and other precious stuff. Your employer will put their trust in you to clean a whole room or building with honesty and integrity in any work you do (Axelrod, 2021).
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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?


	
Complaints from visitors are common at hotels. It is critical to the hotel industry how it handles complaints, whether they are made in person or online.

If you do not manage complaints effectively, they might hurt your brand. They can damage your hotel's reputation, lower your chances of retaining customers, and make it challenging your staff to work there.

	I would start from the starting point of the cleaning process. Who was assigned to this room? Did they have too much to do and run out of time before the scheduled check-in?
	Because I am the team leader, I’ll personally oversee the cleaning of the room to make sure it’s done correctly and show the guest that the issue is taken seriously Little (Hotelier editorial team, 2023).
	I would start with the team members, I’d make sure that they have all of the training and knowledge necessary for them to do their job. If the issue was caused by a lack of staff or there just was not enough time available for the housekeepers to finish the cleaning in time, I would try to change the procedure, maybe make teams and go room by room in order of priority  (Gillian, 2019). I will make steps to optimize the process and procedures to make sure that going forward these types of issues will no longer happen.
	I would start by discussing with the team to see if any issues can be fixed in the short them and discuss the issues they have found that need to be fixed in the long term. I would also check to see if there are any upgrades we can do on the technological side to make things more efficient. I would check if we could upgrade the vacuums the housekeepers use or the washing machine for bed linens (Infraspeak team, 2018).

	
	Was there an issue with the standard operating procedure? I would try to the best of my ability to find out if it was a systematic issue that led to this, or if it was just a mistake  (EventTemple editorial team, 2022).
	I will also check to see whether this can involve providing the cleaning team with extra training, ensuring there are adequate staff members, and ensuring there are sufficient cleaning supplies.
	If the cleaning staff were not motivated, I would try to find solutions for that and give them the incentive to be more efficient or productive. Try to make a reward system for the employees, or provide them with flexible schedules if they feel they are overworked (Zussy, 2022).
	To make sure that the staff has the skills and knowledge necessary to carry out their jobs to the greatest quality, it would also be crucial to provide extra training and development opportunities. It would also be more beneficial to stimulate the group and show appreciation for a job well done.






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.

	Preventing accidents

· "Kept clean and orderly and in a hygienic state" should be the rule in every workplace.
· The best flooring is dry and pristine.
· As soon as a spill or leak occurs, clean it up.
· It is the responsibility of housekeepers to avoid unneeded accumulations of flammable items in the workplace.
· Always use proper housekeeping practises, such as avoiding the build-up of waste that might catch fire.


	Training Notes:
"Kept clean and organized and in a sanitary condition" should be the rule in every workplace. Service areas, storage areas, and passageways are all covered by the regulation. The best floors are those that are dry and pristine. When "wet methods are performed," there should be drainage.
You must make sure that chemicals and hazardous materials are handled and stored in a manner that minimises their risks and limits human exposure to them. As soon as there are spills or leaks, clean them up.
Housekeepers are in responsible of avoiding pointless buildups of flammable items in the workplace. Every day, combustible garbage needs to be safely stored in enclosed metal bins and disposed of. Maintain excellent housekeeping procedures at all times, such as preventing the accumulation of trash that could catch fire.

	Communications

· If cleaning staff members want to work successfully as a team and provide visitors with exceptional service, they must be strong communicators.
· To establish trust and rapport with guests as well as among one another, staff members should speak politely and frankly.
· Do your best to treat the customer with courtesy, consideration, and understanding, especially if they are dissatisfied.


	Training Notes:
	Cleaning staff members need to be good communicators if they are to work well as a team and offer tourists excellent service. With communication, problems can be identified early and prevented from worsening. Staff members should communicate openly and courteously with visitors and with one another in order to build trust and rapport. It's crucial that you pay attention and reply in a way that makes your client feel heard. Try your best to be cordial, courteous, and understanding to the client, especially if they are not happy.
 

	Maintaining Brand Standards

· It is essential that we uphold stringent brand standards as members of the cleaning staff if we want to guarantee visitors' happiness.
· An knowledge of the significance of brand standards in housekeeping and the identification of crucial areas to concentrate on are among the learning objectives.


	Training Notes:
	As members of the cleaning crew, it is crucial that we keep strict brand standards in order to ensure the satisfaction of visitors. By keeping our brand standards, we can provide a hygienic, cozy, and secure environment for our guests. The learning outcomes include an understanding of the importance of brand standards in housekeeping and the identification of key areas to concentrate on. Ongoing management audits, visitor comments, and an investigation of social media platforms will all be used to inform the review.

	•	Establishing Procedures
· Since consistency is crucial for sustaining brand standards, it is our responsibility as cleaning personnel to make sure that we follow standard operating procedures. By establishing the proper methods for all cleaning activities, we can create consistency, which is necessary for sustaining brand standards.
· The learning outcomes include realizing the importance of consistency in cleaning methods and the establishment and implementation of cleaning SOPs for all cleaning operations.
· Ongoing management audits, visitor comments, and an investigation of social media platforms will all be used to inform the review.

	· Training Notes: 
As members of the cleaning staff, it is our duty to ensure that we adhere to standard operating protocols. Maintaining brand standards requires consistency, which is why this is one of our primary responsibilities. We are able to generate consistency, which is essential for the maintenance of brand standards, by determining the appropriate procedures to follow for each and every cleaning activity.Realizing how important it is to maintain a consistent approach to cleaning processes and establishing and putting into practise cleaning standard operating procedures (SOPs) for all cleaning operations are among the learning outcomes.
The assessment will be informed by a variety of sources, including ongoing management audits, feedback from visitors, and a study of various social media sites.

	Cleaning procedures

· Dust, allergies, microbes, and viruses have fewer places to hide if the surfaces are consistently dusted.
· If we do not tidy up, dust may become trapped in the furniture, carpets, and mattresses, creating an uncomfortably unpleasant atmosphere for our guests. This will harm the reputation of our company. (It is crucial that the space be as spotless as possible when a client enters.


	· Training Notes: 
	Maintaining clean and well-dried floors not only helps stop the spread of contaminants that can be fatal, but it can also help extend the life of your flooring, preventing floor materials from becoming cracked and falling apart, which can occasionally be the source of injuries.
[bookmark: _GoBack]If the surfaces are routinely cleaned, dust, allergens, viruses, and microbes will have less places to hide. If we do not clean up, dust may hide in the bedding, carpets, and upholstery and make the atmosphere for our clients quite uncomfortable. This will harm the reputation of our company. If sheets and other bedding are not often laundered, the clients will be exposed to the fungus, germs, pollen, and animal dander that are commonly found on them.
Body secretions, sweat, and skin cells are additional items that can be discovered on linens. It is very important that the room is as clean as possible when a client goes in. (How Often Should You Change Your Sheets?)




		Amenities
All of the facilities listed in the standard operating procedures must be offered in order for guests to be happy.

The learning objectives include understanding the significance of in-room amenities, creating the appropriate criteria for amenities, and ensuring that amenities are of a high grade and are in flawless working condition.



	Training Notes:
In order to ensure that visitors are satisfied, we must ensure that all amenities included in the standard operating procedures are provided. Offering top-notch amenities that are kept in working order will enhance the visiting experience. 
The learning outcomes include knowing the importance of guest room amenities, establishing the necessary standards for amenities, and making sure that amenities are of a high caliber and are in excellent functioning order.
Some examples include kitchen facilities like a mini fridge, a coffee maker; a TV with cable, soap, shampoo, conditioner, towels, etc. (What are amenities?)


	Health and Safety Procedures

· All staff members must get training in the right use of tools and procedures, and the housekeeping team must place a strong emphasis on health and safety considerations. 
· Health and safety depend on the proper handling of chemicals, hence all employees must be trained in these techniques.
· The learning objectives include comprehending the value of proper chemical handling, identifying appropriate handling techniques, and putting right handling procedures into practise.


	Training Notes: 
The housekeeping team must emphasize health and safety precautions, and all employees must get training in the proper use of equipment and processes. It's crucial to comprehend the importance of health and safety procedures, identify areas where they are most necessary, and put good practices for using equipment and procedures into action. 
If there are health and safety issues present in the rooms our guests use, the ramifications could be disastrous. We live in an age of interconnectivity, and even something as minor as some leftover cleaning solutions left in the bathroom could damage the reputation of the brand. We must follow all applicable Health and Safety laws and regulations in order to protect both ourselves and our visitors.
Appropriate handling of chemicals is vital for health and safety, and all workers must be taught in correct handling methods. We can reduce the risk of harm and provide a safe working environment by following suitable handling methods. Understanding the significance of good chemical handling, identifying correct handling methods, and putting into practise proper handling procedures are the learning outcomes.


	Conclusions

· Brand Standards: Upholding the hotel's reputation depends greatly on brand standards, which are of utmost importance.
· Make sure every team member is familiar with the standard operating procedures (SOPs) by going through them in detail.
· Stress the value of paying close attention to details and thoroughly inspecting the entire space.

	Training Notes:
Brand Standards: Brand standards are very important and they play a crucial role in maintaining the reputation of the hotel. Go over the standard operating procedures (SOPs) in detail and ensure that each team member is aware of them. 
Guest Interaction: Housekeeping staff is often the only employee group that guests interact with during their stay. It is very important that they are friendly and have an approachable manner when dealing with clients. They ought to be kind and ready to help with any inquiries. They should always wear a smile. 
Attention to Detail: A clean and well-maintained guestroom is essential to guest satisfaction. Emphasize the importance of paying attention to detail and checking every corner of the room. A thorough cleaning job will help to ensure that guests have a comfortable and enjoyable stay.
Communication: To establish trust and rapport with guests as well as among one another, staff members should speak politely and frankly. You must listen carefully and respond in a way that makes your client feel heard.
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