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INTRODUCTION
	Hospitality is a crucial industry that consist of hotels, restaurants, amusement parks, casinos and other tourism related activities (Singh, 2019). This industry is very important not only for business but for employees, customers and economies also. The given journal paper will be based on discussing the skills that are essential to work in the housekeeping team. 
1. [bookmark: _Toc136015455]STUDENT JOURNAL (LEARNING LOG) 
[bookmark: __RefHeading__131959_121214026][bookmark: __RefHeading__131961_121214026][bookmark: __RefHeading__129529_121214026]Skills required in the housekeeping department
	Housekeeping is one of the most important of the hospitality industry as this department is responsible for carrying out the activities of ancillary services and cleanliness services.  It can be further defined as a provision of comfortable, clean and safe working environment (Bhatnagar, and Dheeraj, 2019).  A housekeeper is responsible for performing  cleaning duties on regular basis and in  order to work in a housekeeping department , a person must possess must some soft and hard skills. 
The soft skills which are required to become a successful housekeeper are provided below.
· Time management skill- this skill is  very important for a housekeeper as they sometimes have to work alone or have to work in small groups. To perform their specified task on time they must create a work schedule.
· Communication skills-  another crucial skill for the housekeepers are communication skill. For example- in the hospitality industry,  when a person is working as a housekeeper in the hotel then he have to interact with the guests on daily basis regarding the maintenance and cleanliness process. These personnels also communicate with their teammates regarding the Task and also provide assistance to those employees who are need of help.
· Flexibility- housekeepers have to work on flexible hours as per the requirements of the clients. For example- in the hospitality industry,  a housekeeper who is working in a hotel have to work late at night  and early at the morning and they must adapt themselves with the flexible working hour and this will further them in earning more money. 
· Customer services- This skill is very essential to have for a housekeeper . A housekeeper must have excellent customer service skills  in order to have a successful career in the hospitality industry. As they have to work on the approval of the clients  that is why they need to make sure that their clients are happy with the services of the hotels.
Apart from the above mentioned skills, there are some hard skills which are are essential for a person to have a successful career in the hospitality industry. Hard skills are important skills that can be developed by a professional through continuous practice. These skills are deep cleaning, carpet cleaning, sweeping, mopping, cleaning and window treatment,  dusting, infection control and polishing etc (Tra,  2020). These skills can be improved by training  and development programmes, communicating with their clients and becoming familiar with cleaning equipment. 
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	In order to excel my career in the housekeeping department, it is important for me attain certain set of skills which I have discussed above. The time management skill is going to be very beneficial for me as by having this skill I will be able to perform my tasks and work within the specified time frame.  while working in the hospitality industry. I wanted to become housekeeper in Marriott as working there is a dream of mine. Being of the popular hotel brand working there needs and high level of knowledge and competencies. By having effective communication skill, I will be able to communicate with my guests and it will also assist me in addressing grievances they are having regarding the housekeeping services and facilities (Cottrell, 2019). The provided topic is very important in regards with the hospitality industry.  The housekeeping facilities makes the hotel experience more joyful and enjoyable as nothing attracts customers more than having a joyful hotel environment  (Rohaeni, and et.al, 2021). Customers are highly attracted with the clean and tidy room environment which is possible due to the efforts put by the housekeeping staff. It is an important department because this department is responsible for maintaining the hotel rooms,  back area and surroundings. All these tasks can be performed by a person only if he is having hard skills . Thus, it can state that housekeeping management is crucial department in the hotel operations. 
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	From the above given journal, it can be concluded that housekeeping is one of the most important of hotels in the hospitality industry. The above provided journal discusses about the essential skills that are necessary to have in a person for becoming a good housekeeper. These skills are time management, communication and many more skills etc. 
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1. 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









 
	Why did this happen?
The reason behind the happening of this uncertainty was the inability of the housekeeping department. On asking the head of the housekeeping department, it was identified by the team lead that the housekeepers were not provided with the training program regarding the hard skills necessary for the cleaning process (Cottrell, 2019).  There was a lack of communication and coordination among the housekeeping staff which resulted in the inefficiency of the housekeeping department. The staff members were also having lack of skills and knowledge regarding the housekeeping processes. 

	What are you going to do?
It is the responsibility of the team leader to provide proper training programmes to the staff of the housekeeping department because housekeeping training is very crucial for hotels to run their businesses smoothly and effectively. Housekeepers are the ones who keep the guests happy and satisfied. The training program will majorly focus on the key areas such as equipment, maintenance, proper use of chemicals, safety measures, customer services and laundry and housekeeping duties (Shah, 2021). All the staff will be provided with the appropriate training on using the equipment such as mops, brushes and vacuums and letting them know when to use these tools and how to operate these types of equipment. equipment training helps in keeping the rooms tidy and clean. The staff will be given the training of using proper chemicals during the cleaning process as there are some hard chemicals which can ruin the floor, furniture and carpets. In maintenance training, the staff members will be to handle the maintenance complaints filed by guests (Li, 2020). In laundry training, they will be taught how to use the washer and dryer which are used for cleaning bed sheets, towels and curtains. 

	How will you prevent this from happening in the future?
Being a team leader of the floor I will make sure that this kind of inconvenience should not be repeated in the future. All the rooms on the floor will be properly inspected by the head once a room has been cleaned. The performance of the housekeepers will be properly monitored by the head. The performance will be measured by setting productivity and performance standards (Bridger, 2022). This standard will assist in evaluating the performance of the staff of the housekeeping department along with making sure that the guest experience has not been impacted at all. 

	What measures would you introduce to improve team effectiveness?
There are several ways to improve team effectiveness in the housekeeping department. The measure in this process is eliminating unnecessary meetings that take place in the department. Once the objectives and goals are clear to the employees then there will be no unwanted meetings and only effective and necessary meetings will be held. The team's effectiveness can be improved by giving authority and ownership to the team members. The team performance will be enhanced by providing a positive working culture to the employees, providing incentives and giving feedback to the team members regarding their performance (Tavitiyaman and et.al,  2022). The department will only hire the right and talented staff for improving the team effectiveness. 
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The customers of the hotel trinity are facing numerousissues due
to the inefficiency of the housekeeping departments (Wood, 2013).
These issues are provided below.
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Unclean rooms- Every customer expectsthattheirhotelrooms must be cleanand tidy and guests always expecthigh
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                                 Unclean rooms - Every customer expects that their hotel rooms must be clean and tidy and guests always expect high - level standards in the room, so if guests are provided with unclean rooms, then it will impact the image of the hotel .  Unprofessional behaviour of the staff members - many guests complain that staff members are behaving in an appropriate manner which leads to bringing negative impressions on the guests and also impacted the profitability of the hotel (Bhatnagar, and Dheeraj, 2019 ) .
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                                 Effective communication - The team leader must communicate with the house cleaners and make them understand the importance of cleanliness ( Jaykumar , 2020 ) .  Used of advanced technology - The use of advanced technology will also help in improving the customer experience which is why it is essential for the hotel to optimize the latest technologies in their operations .
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Employee engagement model
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JD-R model
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Benefits of effective housekeeping
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