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	Component 1
Housekeeping is crucial to customer happiness and establishing a reputation in the hospitality industry. Housekeeping workers need a wide range of skills to clean and serve well. This journal will explain the fundamental abilities needed to operate in a housekeeping team, how they are used in professional situations, and why this subject is so important in the hospitality industry. Several crucial skills are necessary for success while working in a housekeeping team.
Attention to Detail: To keep rooms and public areas tidy and maintained, housekeeping must be performed with extreme care. This skill is essential to maintain the establishment's standards and guarantee a high degree of customer satisfaction (Raghubalan and Raghubalan, 2021). When cleaning a hotel room, I have to pay close attention to the tiniest of details to ensure that the room's surfaces, linens, and amenities are immaculate and ready to welcome guests.
Communication Skills: Working in a housekeeping team necessitates coordination with co-workers, superiors, and other departments; thus, effective communication is crucial (Rai, 2021). To coordinate special guest requests, report maintenance difficulties, and request supplies, I have to communicate clearly and concisely. Additionally, I have excellent contact with guests to handle any issues or unique needs they can have.
Problem-Solving Skills: Housekeepers often deal with unforeseen circumstances, such as handling challenging stains or handling complaints from guests. It is crucial to have the capacity to think rapidly and come up with workable ideas (Kozak and Kozak, 2021). My recent work experience has provided me with opportunities to deal with unforeseen room maintenance concerns. I have effectively solved these problems by putting my theoretical understanding of troubleshooting methods to use and working with the maintenance staff.
Time Management: Since housekeeping activities must be completed within predetermined periods, effective time management is essential. Prioritizing duties and working quickly guarantee that rooms are cleaned and prepared for guests (G Raghubalan, 2019). In my job as a hotel employee, I have discovered the need for time management to fulfil the demands of a hectic schedule, such as turning over rooms fast at peak check-in periods.
Physically Fit: Being a housekeeper is physically hard work that often requires carrying large things, moving carts, and standing for extended periods. For me to do these jobs effectively and avoid accidents, I must have physical stamina and strength. I now regularly exercise and maintain a healthy lifestyle, which can help me keep up the physical endurance needed for my job.
Application of Theoretical Knowledge: While working in the industry, theoretical knowledge can be used in useful ways. For instance, learning various cleaning methods and comprehending the unique requirements of various surfaces can improve the efficacy and efficiency of housekeeping duties (Raghubalan and Raghubalan, 2021). Compliance with cleanliness and safety requirements is ensured by being informed of industry best practices and standards.
Cleaning Techniques: Working in housekeeping requires understanding various cleaning strategies and techniques. Knowing the proper cleaning techniques, for instance, for different surfaces like wood, glass, or stainless steel, guarantees that I get the intended results without causing damage. By putting my theoretical understanding of cleaning methods to use, I can operate quickly and effectively while upholding standards for cleanliness and material quality.
Usage of Equipment: Utilising numerous cleaning supplies and equipment is a common part of housekeeping. For efficiency and safety, it's essential to comprehend how to use and maintain tools like vacuum cleaners, floor polishers, and carpet extractors (Casado, 2022). Theoretical knowledge enables me to operate equipment appropriately, diagnose little problems, and maximise their efficacy, leading to superior cleaning results and a longer equipment lifetime.
Safety Practices: In the housekeeping sector, having a theoretical understanding of safety and hygiene practices is essential. This involves being aware of the value of personal protection equipment (PPE), handling potentially hazardous substances correctly, and adhering to health and safety laws (Mullins and Dossor, 2020). By putting this information into practice, I can keep my workplace safe for me, my co-workers, and my guests. It also helps to stop the spread of illnesses, accidents, and injuries.
Importance of the Topic: Housekeeping is a crucial part of the hospitality industry. A guest's perception of a place can be greatly influenced by how well it is kept up and how satisfied they are with their stay there. Guests expect a hotel or other hospitality facility to be clean, comfortable, and pleasant (O’fallon and Rutherford, 2019). Housekeeping has a direct role in fulfilling these requirements via maintaining clean, well-organized, and aesthetically pleasant guest rooms and common spaces. In addition, having a reliable housekeeping team will improve business, since satisfied customers will return and spread the positive reviews.
Housekeeping staff can optimise cleaning operations, offer high-quality outcomes, and satisfy visitors by employing theoretical knowledge (Mullins and Dossor, 2020). Housekeeping requires precision, time management, communication, endurance, and problem-solving. Theoretical knowledge helps workers adapt to industry changes, comply with legislation, and create a safe, environmentally friendly workplace.
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Component Two:
	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?


	
Miscommunication

	There was an error in communication between the front desk, cleaning, and the guest's reservation information, so the housekeeping team got the wrong information about the guest's arrival time, room choices, or special requests.
	I will truly apologize to the guest for the trouble and let them know that their issue will be looked into and fixed. I will show that I care about and understand the guest's frustration.
	I will work to ensure that the front desk and housekeeping team have open lines of communication. The proper transfer of guest information and specific requests will need frequent meetings, the use of communication methods, and the accuracy of such information.
	To establish a cohesive and well-informed team, I will schedule frequent meetings at which information can be exchanged, comments can be given, and issues can be addressed. Quick and easy communication within a team can also be facilitated by my use of digital communication tools like chat platforms and task management systems.

	
Time Constraints

	The housekeeping staff had been pressed for time due to the hotel's high occupancy and the short period between guests' check-outs and check-ins. This had caused hasty cleaning processes, resulting in missed spots or inadequate cleaning.
	I will ask the guest to describe their room's cleaning issues. This will help me assess the depth of the issue and highlight areas that require urgent attention, so I can fix it quickly. I will assign a housekeeper team who will clean the room, replace any lost amenities, and answer any guest issues.
	I will personally follow up with the guest to assess their level of satisfaction after making sure the room has been cleaned thoroughly. To show our dedication to finding a solution and winning back the trust of the customer, I will, if suitable, take into account offering compensation or incentives.
	I will put quality control procedures in place to make sure that the staff maintains high levels of cleanliness and service, such as regular inspections, checklist reviews, or guest feedback analyses. I will start a program that rewards employees for meeting goals or keeping the workplace clean. This will make the workplace a better place to work and give the team a sense of pride and ownership.

	
Staffing Issues


	Rooms were hurriedly cleaned and overlooked as the housekeeping team was understaffed and the duty was not distributed properly.
	With careful consideration of peak occupancy hours and a balanced task allocation among team members, I will determine the staffing requirements and make sure that sufficient resources are assigned to effectively manage the cleaning responsibilities.
	I will regularly teach and develop team members in cleaning practices, time management, effective communication, customer service, and problem-solving. I will stress continual development to ensure team members keep updated with industry best practices and can manage different issues.
	I will promote job rotation and cross-training among team members to increase their adaptability and versatility. This will guarantee that team members can perform varied roles and help one another at peak times or when particular skills are needed.




Component Three:
	Introduction
The purpose of the presentation is to provide staff with the knowledge and resources they need to flourish in their jobs and contribute to the organisational success as a whole. These training materials have been specifically chosen to address key topics including cleaning standards, room setup specifications, detail-orienteers, guest interactions, cooperation, quality control, and continual development.

	Hotel Trinity Housekeeping Excellence Training
Objective: To set brand standards and make sure Health and Safety regulations are followed
Purpose of the Training
Improve Skills: The training's purpose is to provide the housekeeping staff with crucial information and skills that will improve their ability to clean and serve. By improving their skills, team members can give better service and go above and beyond what guests expect.
Prioritization of Health and Safety: The training will stress how important it is to follow Health and Safety rules to make sure that both workers and guests can work in a safe environment. By putting Health and Safety first, the team can avoid accidents, reduce risks, and keep the workplace healthy and joyful.

	Focusing on Superiority to Improve Reputation and Guest Satisfaction
Guest Satisfaction: Achieving excellence in housekeeping, service, and safety is closely related to visitor pleasure, and satisfied customers are more likely to stay at the hotel again, leave favourable reviews, and recommend it to others, which boosts revenue and builds a strong reputation (Tesone, 2020).
The reputation of the Hotel: A hotel's reputation is based on the opinions and impressions of its visitors. A strong reputation attracts more customers and improves the hotel's position in the market (Vallen and Vallen, 2020). It is nurtured by consistently providing great service, adhering to brand standards, and placing a high priority on health and safety.

	Brand Standards Expected to Achieve
Alignment with Brand Standards: The training will make sure that the housekeeping team knows and follows the brand standards for Hotel Trinity. This link is important for giving guests a regular and great experience, keeping the hotel's reputation, and setting it apart from competitors.
Consistency: All interactions and touchpoints with guests should adhere to the same set of norms and expectations set out in the brand standards (Jones, 2020). This regularity inspires confidence and trust in the minds of guests.
Quality: All aspects of the stay, from upkeep to facilities to service, are held to the same high standard as defined by the brand. Consistent adherence to these standards guarantees that guests will always get 5-star treatment.
Guest Satisfaction: Guests' experiences are positively impacted when brand guidelines are followed. Guests are more likely to depart with a favourable image of the hotel and a sense of appreciation when they enjoy an experience that is consistent with and of high quality relative to the brand promise (Tesone, 2020).

	Training Notes
The staff is helpful, kind, and cares about providing customers with a memorable experience. They value getting to know their customers on a personal level and catering to their specific tastes (Ferdinand and Kitchin, 2020). To make the visitors feel more like friends than customers, the hotel does everything from advising fun things to do in the area to doing the best to meet their specific needs.

	Emphasize Effective Communication
Active Listening: By paying close attention to the guest, one can practice active listening. Maintain eye contact, nod your head in agreement, refrain from interjecting as well as pay close attention to their wants, demands, or requests, then respond appropriately.
Empathy and Understanding: Empathize with any difficulties or worries raised by guests. Consider yourself in their position and respond with compassion and empathy. Offer remedies or different choices to adequately meet their demands.
Clarity and Consciousness: Use precise, succinct language when speaking with guests. Avoid using jargon or technical phrases that might alienate or confuse visitors (Rogers, 2021). Make difficult material understandable to guests by breaking it down into simple words.

	Training Notes
As the manager of housekeeping, I feel it is crucial to stress the significance of excellent communication skills in offering superior service to our customers. An essential part of providing excellent service and making guests happy is communicating with them clearly and professionally (Parker, 2019). Successful communication requires a commitment to lifelong education. Don't miss out on any potential to enhance your verbal and interpersonal abilities. To maintain our status as a first-rate hotel, we must continually demonstrate clear and professional communication.

	Cleanliness Techniques and Efficiency
Emphasize High Touch Surface: When cleaning, pay extra attention to areas where a lot of people's hands will be, such as doorknobs, light switches, remote controls, and bathroom fixtures. More thorough disinfection is required in these high-risk regions (Tesone, 2020). To effectively sanitize an area, use only certified disinfectants and adhere to the prescribed contact duration.
Room Cleaning: Maintaining guest rooms requires a methodical strategy. The best method to explore a place is to begin at one corner and move clockwise or counterclockwise around it. This prevents any missing or double-cleaned areas (Rogers, 2021). Make it a habit to clean the bed, dust the furniture, run the vacuum, and wipe down the counters every day.
Efficient Bathroom Cleaning: It's crucial to give the bathroom a thorough cleaning every week. First, clean up the obvious mess. Sanitize the bathroom, including the toilet, sink, countertop, and shower, using the proper disinfectant. Focus on the nooks and crannies and the places that are difficult to reach. Towels and amenity refills along with a spotless look should be a top priority.

	Training Notes
Housekeepers, as essential team members, are essential to preserving a tidy and welcoming atmosphere for our visitors (Casado, 2022). We would want to provide some training on cleaning methods so that we can raise our cleaning standards and increase productivity. Companies can assure constant cleanliness and streamline the processes by adhering to the rules.

	Attention to Detail
Careful Inspection: To avoid disappointing guests, double-check that every detail has been attended to before declaring a room clean and suitable for occupancy (Kozak and Kozak, 2021). To make sure nothing was missed, double-check the area for dust, spills, and stains. Paying close attention to specifics is key to providing excellent service to the guests.
Spotless Surface: Take special care to inspect the surfaces of all furniture, mirrors, and windows. Keep a clean, professional look by erasing fingerprints, smudges, and watermarks. Make sure the mirrors and glass are completely streak-free.
Neatness and Organized: Keep the look of guest rooms pleasant and tidy. Arrange the services, publications, and literature so that they are easily accessible (Ferdinand and Kitchin, 2020). Get rid of the mess and make room for something more useful and attractive.

	Training Notes
The duties of the housekeeping staff at the Hotel Trinity go well beyond the standard cleaning and upkeep of guest rooms. It also entails interacting with guests in a kind and helpful manner and paying close attention to detail (Rai, 2021). Possessing and displaying these traits is crucial to guaranteeing customer happiness and providing outstanding service.

	Teamwork and Collaboration
Respect and Support: Encourage mutual admiration and help from everyone in the team. Be kind and considerate with co-workers. Try to see things from their point of view. Provide aid or direction when asked for it, and accept it when offered.
Division of Tasks: Make sure the work is being shared fairly by dividing up the duties effectively. Work together to create a fair rotation system that takes into account everyone's skills and preferences (Quick, 2020). In addition to preventing burnout, this also fosters a culture of collective responsibility.
Regular Team Meetings: Schedule frequent team meetings to talk about what everyone is working on, share progress, and resolve any issues that may arise. This creates a setting for candid discussion, teamwork, and issue resolution. Inviting everyone to take part and offer their input is a great way to boost creativity and innovation.

	Training Notes
To guarantee the success of our team and the seamless running of the housekeeping department at Hotel Trinity, we must work together effectively. We can improve productivity, efficiency, and the quality of service provided to our customers if we can learn to operate together as a team. Cooperation and teamwork among the cleaning staff are essential for the department's success (Jones, 2020). We can build a strong team capable of providing exceptional service to our customers if we all pitch in to help, have open lines of communication, and play to each other's strengths.

	Continuous Improvement and Feedback
Develop a Growth mindset: Make staff in believing that skills and talents can be enhanced through hard work and practice. Inspiring staff to see setbacks not as failures but as chances to learn and develop and promoting lifelong education and self-improvement as paramount for success (Quick, 2020).
Foster Exchange of Ideas and Suggestions: Facilitate an atmosphere where all participants feel safe offering feedback and recommendations. Get everyone on the team to share their ideas and opinions. Create a space where people feel comfortable speaking their minds and their ideas are taken seriously.
Learning Opportunities: Giving the staff the chance to expand their horizons by sending them to seminars, workshops, and conferences and motivating employees to take part in professional development opportunities that further their interests and goals will help them develop and invest in their future so they can keep becoming better (Bridger, 2022).

	Training Notes
The staff here at Hotel Trinity is dedicated to impressing guests with their care and the quality of their stay. Continuous improvement and feedback play a crucial role in our attempts to improve our performance. We can reach our full potential as a team if we encourage an environment conducive to learning and development. 	

	Health and Safety Procedures
Cleanliness and Sanitization: Throughout the whole hotel, we adhere to strict cleaning procedures. High-touch surfaces are given extra care by our housekeeping staff, who clean and disinfect all areas according to established protocols and use disinfectants recognized for use in the industry (Rogers, 2021). Before each new guest arrives, the rooms are meticulously cleaned and sanitized.
Personal Protective Equipment: All of our employees have received extensive training on the usage of PPE, such as masks, gloves, and other safety garments. They take the safety of our customers and employees seriously, thus they always wear the essential PPE.
Social Distancing: Guests are welcome to maintain their own space everywhere on the property. There is sufficient room between patrons in public places including lobbies, dining areas, and gyms. There is signage and ground markings to encourage visitors to keep a safe distance.
Hygiene Practises: The hotel encourages guests to regularly wash their hands and has installed hand sanitiser dispensers in high-traffic areas. Guests are kindly reminded to clean up after themselves and wash their hands thoroughly.

	Training Notes
Hotel Trinity promotes cleanliness to keep guests safe and healthy. The professional housekeeping staff uses industry-approved disinfectants to clean the hotel daily. To reduce germs, they clean doorknobs, elevator buttons, and handrails. It works to provide guests with a relaxing and welcoming environment. The rooms are spacious and comfortable, with all the latest conveniences and furniture that has been strategically placed. There are plush mattresses with high-quality bedding, an extensive minibar, and a desk for getting some work done.

	The Gallup Q12 Engagement Model
The Gallup Q12 engagement model is a well-known and highly regarded employee engagement methodology in the field. By asking 12 precise questions that gauge various facets of worker happiness, motivation, and commitment, this methodology created by Gallup is intended to quantify employee engagement (Singh et al, 2019).
Industry Example: Marriott International is an example of a best practice company that has effectively applied the Gallup Q12 engagement model. Marriott is a well-known name in the hotel industry for its excellent employee engagement strategies. They have received recognition for their dedication to fostering a healthy work environment and have routinely placed highly on employee satisfaction. Companies that emphasized employee engagement are more likely to foster a pleasant workplace, increase productivity, hold on to their best employees, and provide superior goods and services to their consumers (Bridger, 2022). The adoption of a model for employee engagement such as Gallup's Q12 can be a game-changer in creating a flourishing and profitable business.

	Training Notes
The Gallup Q12 model's best practices helped Marriott boost employee engagement. They value open communication, professional development, community, and employee recognition. These techniques have produced a good, engaging work atmosphere where workers feel appreciated, driven, and involved in the company's success (Singh et al., 2019). Marriott has increased staff engagement, retention, and guest service by using the Gallup Q12 engagement model. Their dedication to employee engagement has made them an industry leader and an outstanding representation of how a thorough employee engagement plan can promote success in the hospitality sector.

	Assessment
Team members will be judged on their capacity to exhibit adherence to brand standards while doing their everyday duties to determine the success of this training. The supervisors' and guests' comments will be taken into account when evaluating how well the training material was applied. The team's success in upholding brand standards and enhancing customer satisfaction will be monitored through routine performance reviews and continuing communication.

	Conclusion
An overview of the housekeeping team's training, as well as brand standards and Health and Safety protocols, have been provided in this presentation. Employee engagement is becoming a strategic need in the competitive business world of today. Long-term success and prosperity are more likely for companies that see their workforce as their greatest asset and place a high priority on employee engagement and training. 
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Company Profile

The Hotel Trinity is set in a 13th-century old burgher house that has been
refurbished and is situated in Olomouc's historic city. It provides visitors modern,
contemporary rooms. At Hotel Trinity, there is free Wi-Fi and a free breakfast buffet.
Each room has independently regulated air conditioning, a flat-screen TV, and a
safety deposit box. All rooms are wheelchair accessible. The hotel is completely
smoke-free.
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Brand Standards Expected to Achieve

Alignment with Brand
Standards

Consistency

Guest Satisfaction

» The training will make sure that the housekeeping team knows
and follows the brand standards for Hotel Trinity.

« All interactions and touchpoints with guests should adhere to the
same set of norms and expectations set out in the brand standards
(Jones, 2020).

« All aspects of the stay, from upkeep to facilities to service, are
held to the same high standard as defined by the brand.

*When they have a good experience that matches the brand
promise, guests are more inclined to like the hotel and appreciate
it (Tesone, 2020).

Staff value getting to know their customers on a personal level and
catering to their specific tastes (Ferdinand and Kitchin, 2020).
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communicating with them clearly and professionally (Parker, 2019).
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Cleanliness Techniques and Efficiency

» Emphasize High Touch Surface: When cleaning, pay extra attention to areas
where a lot of people’s hands will be (Tesone, 2020).

» Room Cleaning: begin at one corner and move clockwise or counter clockwise
around it (Rogers, 2021).

» Efficient Bathroom Cleaning: Sanitize the bathroom using the proper

disinfectant. -~
Housekeepers are essential to preserving a tidy and welcoming atmosphere for
our visitors (Casado, 2022).
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Attention to Detail

» double-check that every detail has been attended

Careful Inspection to before declaring a room clean and suitable for
occupancy (Kozak and Kozak, 2021).

» Take special care to inspect the surfaces of all

Spotless Surface furniture, mirrors, and windows.

Neatness and » Keep the look of guest rooms pleasant and tidy
Organized (Ferdinand and Kitchin, 2020).

The duties of the housekeeping staff at the Hotel Trinity go
well beyond the standard cleaning and upkeep of guest rooms
(Rai, 2021
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Teamwork and Collaboration

» Respect and Support

Encourage mutual admiration and help from everyone in the team. Be kind and
considerate with co-workers.

» Division of Tasks

Work together to create a fair rotation system that takes into account everyone's
skills and preferences (Quick, 2020).

» Regular Team Meetings

Schedule frequent team meetings to talk about what everyone is working on,
share progress, and resolve any issues that may arise.

» We can improve productivity, efficiency, and the quality of service provided
to our customers if we can learn to operate together as a team (Jones, 2020).
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Continuous Improvement and Feedback

» Develop a Growth Mind-set: Inspiring workers to perceive setbacks as
learning opportunities as essential for success (Quick, 2020).

» Foster Exchange of Ideas and Suggestions: Facilitate an atmosphere :
where all participants feel safe \

» Learning Opportunities: Professional development opportunities help
them (Bridger, 2022).

The staff here at Hotel Trinity is dedicated to impressing guests with their
care and the quality of their stay

N\
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Health and Safety Procedures

» Cleanliness and Sanitization: High-touch surfaces are given extra care
(Rogers, 2021).

» Personal Protective Equipment: All of our employees have received
extensive training on the usage of PPE

Social Distancing: Guests are welcome to maintain their own space

Hygiene Practises: The hotel encourages guests to regularly wash
their hands

Hotel Trinity promotes cleanliness. To reduce germs, they clean
doorknobs, elevator buttons, and handrails.
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The Gallup Q12 Engagement Model

The Gallup Q12 engagement model is a well-known and highly regarded
employee engagement methodology in the field (Singh et al, 2019).

Industry Example: Companies that emphasized employee engagement are

more likely to foster a pleasant workplace, increase productivity (Bridger,
2022).

The Gallup Q12 model's best practices helped Marriott boost employee

engagement. They value open communication, professional development,
community, and employee recognition.(Singh et al., 2019).
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Assessment

The supervisors' and guests’ comments
will be taken into account

The team'’s success in upholding brand
standards and enhancing customer
satisfaction will be monitored
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Conclusion

An overview of
the housekeeping
team’s training,
as well as brand
standards and

Health and
Safety protocols,
have been
provided in this
presentation.
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