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	Working as part of a cleaning crew calls for a diverse set of competencies, including technical know-how, interpersonal dexterity, and a disciplined work ethic. In a wide variety of settings, including hotels, hospitals, businesses, and residential complexes, professional housekeepers play an essential part in keeping the spaces they work in clean and in good order. When working as part of a housekeeping crew, the following core competencies are required:

Cleaning Expertise: Housekeeping specialists at Premier IN are expected to have a comprehensive knowledge of the many different cleaning methods, materials, and pieces of equipment available. They must be capable of doing a variety of cleaning chores, such as dusting, vacuuming, mopping, and disinfecting diverse surfaces. It is vital to have knowledge of the many specialised cleaning procedures that may be used for different locations, such as bathrooms, kitchens, and public places  (Wood, 2013).

Attention to Detail: It is essential to have a sharp eye for details at Premier IN while you are cleaning. In order to guarantee that each and every duty is finished to the greatest possible standards and that every nook and cranny is spotless, professionals need to be very thorough in their work. Maintaining a professional and inviting atmosphere for visitors or inhabitants requires giving careful consideration to a variety of minute elements.

Time Management: Because housekeeping teams at Premier IN sometimes have several responsibilities to perform within predetermined deadlines, effective time management is an essential need for these teams. The ability to successfully prioritise one's work, manage one's calendar, and fulfil deadlines while keeping quality standards is essential for professionals. This ability guarantees that operations run smoothly and that customers are satisfied (Johnston, et. al., 2012).

Physical Stamina: Many of the jobs in housekeeping at Premier IN require a significant amount of physical labour, such as standing for extended periods of time, lifting and carrying heavy things, and doing activities that are repetitive. Strong physical stamina and endurance are required in order to carry out these responsibilities effectively and reduce the likelihood of suffering an injury (Cottrell,, 2019).

Knowledge of Safety Procedures: Housekeeping employees at Premier IN should be well-versed in safety procedures to guarantee a secure atmosphere for themselves, their co-workers, and the people that visit the establishment. They should be aware of how to properly handle cleaning chemicals, as well as how to store them, as well as how to appropriately operate equipment and follow specified safety requirements. It is also very important to have a good understanding of how to prevent fires, what to do in an emergency, and how to properly deal with dangerous items (Raghubalan and Raghubalan, 2016).

Communication Skills: It is vital for housekeeping staff at Premier IN to have effective communication in order to interact with their co-workers and communicate with their superiors or consumers. Housekeepers at Premier IN need to be able to follow orders precisely, report maintenance problems in a timely manner, and respond to requests from guests or occupants in a polite manner. The successful completion of duties and the happiness of guests are both dependent on having open and honest lines of communication (Hove, ND).

Organization and Inventory Management: Housekeeping staff are accountable for organising and managing inventory goods such as cleaning supplies, linens, and other objects in the facility. It is important for professionals at Premier IN to have the organisational abilities necessary to monitor supply levels, keep track of consumption, and promptly report any shortages that may occur. Being organised makes it easier to simplify processes and reduces the likelihood of experiencing delays in service (Sharma, et. al., 2019).

Problem-Solving Abilities: People at Premier IN who engage in housekeeping are often confronted with unforeseen circumstances or difficulties in the course of their employment. They should be adept in problem-solving in order to manage situations successfully, such as stains, spills, equipment failures, or complaints from guests. A proactive attitude and the capacity to think on one's feet are two factors that contribute to the seamless operation of a workflow and satisfied customers (Casado, 2012).

Flexibility and Adaptability:  The jobs of a housekeeper at Premier IN may be unexpected, and their schedules or responsibilities might shift at a moment's notice. The ability to alter one's intentions or priorities in light of new information or circumstances is an essential quality for professionals to possess. It is crucial to be able to adapt to new settings, processes, or the preferences of guests while maintaining a cheerful attitude( Leiter and Bakker, 2010).

Customer Service Orientation: Housekeeping at Premier IN personnel often engage in conversation with residents and visitors, whether they work in residential or hospitality environments. It is essential to have a mentality that prioritises providing excellent customer service, which should include being kind, professional, and responsive. A good experience for a visitor may be achieved by demonstrating an understanding of, and responsiveness to, the customer's requirements; being accessible; and keeping a cheerful demeanour (Mullins and Dossor, 2013).
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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?
 

	The visitor has expressed dissatisfaction that their accommodation was not sufficiently cleaned before their arrival. 
 
 
	 Insufficient training: It is possible that the housekeeping personnel has not gotten sufficient training on the normal cleaning methods and the quality expectations that come with them.
	 Apologise and resolve the complaint raised by the visitor in a timely manner, showing genuine remorse that the trouble has been caused. 
	 Reinforce training: Training should be reinforced by conducting in-depth training sessions to ensure that all members of the housekeeping staff are familiar with the standard cleaning processes and quality standards. Place a strong emphasis on paying close attention to detail and doing in-depth cleaning.
	 Training and development: Make sure you provide the employees plenty of opportunity for continuous training so that they may continue to expand their expertise in areas such as housekeeping procedures, providing excellent customer service, and managing their time effectively.

	 DO
 
 
	 Communication breakdown: There may have been a misunderstanding or an overlook on the particular needs for cleaning the guest's room.
	 Personal inspection of the space is necessary in order to evaluate the state of the cleaning and identify problem areas that need quick care. 
	 Clear communication: Enhance the lines of communication between the front desk and the cleaning crew in order to guarantee that information on guest preferences and individual room needs is accurate and kept up to date at all times. In order to successfully convey any particular instructions, you need set up either a digital platform or a checklist system.
	 Clear roles and responsibilities: In order to prevent misunderstanding and guarantee that members of the team are held accountable for their actions, clearly defined roles and responsibilities should be defined and communicated within the team. Create a set of standard operating procedures for each of your tasks.

	 Do
 
 
	 Time constraints: It is possible that the housekeeping staff was under a time crunch because of the large number of guests who checked in and checked out, which resulted in hurried cleaning procedures.
	 Assign a knowledgeable member of the housekeeping crew to address the problems in the guest's room as soon as possible, making sure that the room is thoroughly cleaned and that the amenities are properly restocked. 
	 Time management: Evaluate the amount of work that has to be done, and provide appropriate time for the cleaning of each room, taking into consideration the check-in and check-out cycles. Take care not to overwork the workers and set aside some buffer time in case there are any unforeseen delays or extra cleaning needs.
	 Team communication: Promote lines of communication that are both open and effective inside the team, and encourage frequent team meetings as well as chances for members to provide their views and recommendations.

	Do 
 
 
	 Lack of supervision: It is possible that the crew did not have enough supervision or quality checks in place to guarantee that the space was cleaned thoroughly.
	 Provide the visitor with an appropriate alternative lodging, if one is available; this will ensure that they are both comfortable and satisfied with their stay. 
	 Quality checks: After each room has been cleaned, there should be a standardised procedure of inspections and quality checks to ensure that the standards have been met. To guarantee that consistent cleaning standards are being fulfilled, a supervisor or team leader should be given the responsibility of conducting spot inspections.
	 Recognition and motivation: Establish a programme of acknowledgment in order to recognise and appreciate the efforts and accomplishments made by members of the team. This may take the shape of awards, incentives, or even just verbal acknowledgement for exceptional work.

	Do
	 
	 Make sure you follow up with the customer to address their issues and provide appropriate compensation or gestures of goodwill, such as a free lunch or an upgrade, if necessary.
	 Feedback mechanisms: Establish a mechanism for collecting feedback from customers to enable fast resolution of any complaints or problems relating to the state of cleanliness. Encourage visitors to submit feedback during their stay, and move quickly to address and rectify any issues that are brought to your attention.
	 Cross-training: To improve flexibility and make certain that numerous members of the team are able to carry out a variety of responsibilities, it is important to encourage cross-training among the members of the team. This helps to minimise interruptions that may occur as a result of absences or unexpected shifts in the amount of work.




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: Our key objectives are to increase customer happiness, guarantee that brand standards are consistently met, and maintain a safe and healthy workplace. We can provide outstanding service and go above and beyond for our visitors if we focus our efforts on these goals. Let us get started with the main topics we will be discussing: cleanliness standards, detail-orienteers, and health and safety protocols.
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	Training Notes: Three crucial areas will be concentrated: cleanliness standards, attention to detail, and health and safety protocols in order to accomplish our goals. These are essential for making sure that we continually provide the high-quality service that represents our brand. We may provide our visitors with a satisfying and unforgettable experience by paying great attention to these factors. In addition to improving client happiness, our dedication to maintaining cleanliness standards, paying attention to detail, and adhering to health and safety guidelines will also help to create a safe and healthy work environment for our staff (Ferdinand and Kitchin, 2017). Let us examine each of these areas in further depth and see how we might succeed in each. 
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	Training Notes: In our capacity as housekeeping specialists, maintaining high standards of cleanliness is essential. We must get acquainted with the brand's cleaning guidelines and standards. It is critical to comprehend the standards for cleanliness in many contexts, including guest rooms, public places, and amenities. In our cleaning procedures, we should place a strong emphasis on thoroughness and attention to detail. To get the intended outcomes, it is equally vital to utilise the cleaning products and methods advised. By upholding these standards, we can make sure that our visitors stay in settings that are tidy and welcoming. Let us pledge to preserve these standards and provide great cleanliness.  
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	Training Notes: Being meticulous in the job as cleaning specialist is essential. The little things really do matter when it comes to the visitors' experiences. We must discipline ourselves to focus intently on every detail of our maintenance and cleaning duties. This entails completely cleaning any hidden spaces, making sure that facilities are set up properly, and looking for any locations that could have been missed. We may foster a setting that emanates order and professionalism by continually exhibiting attention to detail. Let us concentrate on even the smallest aspects to achieve excellence in our job and go above and beyond for our customers. 
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	Training Notes: It is crucial that we protect both our own health and the health and safety of our visitors. We must thoroughly adhere to the existing health and safety regulations and get acquainted with them. Use of personal protective equipment (PPE), correct handling and storage of cleaning agents, and early reporting of any risks or maintenance concerns are all examples of what this entails. We ensure that everyone is safe and secure by following these protocols. It is our duty to put health and safety first while doing everyday chores. 
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	Training Notes: SOPs, or standard operating procedures, provide us with a methodical way to approach our work. We must carefully adhere to the SOPs for each work and get acquainted with them. These guidelines lay out the precise steps to take in order to guarantee the consistency and effectiveness of our service. To make sure we are carrying out the duties appropriately, we should request clarification if there are any questions or uncertainties. We can simplify our processes and provide a consistently high level of service by following SOPs. Let us make a commitment to adhering to the SOPs so that we may succeed in our everyday activities.
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	Training Notes: In our capacity as housekeeping specialists, efficient time management is essential. To make deadlines and stay productive, we must order our tasks according to their relevance and urgency. It is crucial to effectively manage our time, avoid unforeseen delays, and make sure we do our work within the allotted deadlines. To remain productive if we get overburdened with work, it is crucial to ask for help or assign assignments. We can make sure that things run well and provide our visitors with outstanding service by streamlining our process and properly managing our time.  
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	Training Notes: To flourish as a team, collaboration and communication are essential. To make sure that we are on the same page and pursuing the same objectives, we must keep lines of communication open and clear with the other team members. For effective service delivery, coordination with other departments is essential. In order to establish a productive and encouraging team atmosphere, we should actively communicate with our team leaders about information, difficulties, and ideas. We can improve cooperation, productivity, and ultimately, the visitor experience by working together efficiently and speaking honestly (Rogers, 2008).
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	Training Notes: Our success and development as housekeeping professionals depend on our commitment to continuous improvement. To learn how we may improve our performance, we should ask clients, managers, and co-workers for their input. We can provide even better service by using lessons from the past and adopting changes to our procedures and methods. It is critical to actively engage in learning and development opportunities so that we may keep improving our knowledge and abilities. Let us work towards both personal and professional progress, adopting an attitude of ongoing development, and always looking for methods to better our performance and go above and beyond expectations (Tesone, 2010). 
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	Training Notes: In conclusion, we may attain our goals of consistent brand standards, increased customer pleasure, and a safe working environment by concentrating on improving our housekeeping excellence. The main areas we should give top priority to are our cleaning standards, attention to detail, and adherence to health and safety regulations. We may enhance our performance and provide outstanding service to our visitors by adhering to the defined SOPs, efficiently managing our time, collaborating and communicating with our team, and adopting a culture of continuous improvement. Let us cooperate, encourage one another, and pursue excellence in everything that we do. 
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CLEANING STANDARDS

* Familiarize with the brand's cleaning
standards and protocols

* Understand the expectations for
cleanliness i different areas

- Emphasize thoroughness and attention to
detail

* Use the recommended cleaning products
and techniques
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ATTENTION TO DETAIL

+ Pay close attention to small details
+ Ensure all areas, including hidden sports, are clean and well-maintained
* Double-check for cleanliness and proper arrangement of amenities

+ Aim for a flawless guest experience
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HEALTH AND SAFETY PROCEDURES

Review and follow established health and
safety guidelines

Use personal protective equipment (PPE)
as required

Properly handle and store cleaning
chemicals

Report any hazards or maintenance issues
promptly
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STANDARD OPERATING
PROCEDURES (SOPS)

Familiarize with SOPs for each task
Follow the step-by-step procedures to ensure consistency

Seek clarification if any doubts or ambiguities arise
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EFFECTIVE TIME
MANAGEMENT

 Prioritize tasks based on urgency and importance
+ Manage time efficiently to meet deadiines
+ Seek support or delegate tasks when necessary

+ Optimize workflow to ensure smooth operations
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COLLABORATION AND

COMMUNICATION

Maintain open and clear
‘communication with team
‘members

Coordinate with other
departments for efficient service
delivery

Share information, challenges, and
suggestions with team leaders

Foster a positive and supportive
team environment




image11.png
CONTINUOUS
IMPROVEMENT

Seek feedback from guests, supervisors,
and colleagues

Learn from past experiences and
implement improvements

Participate in training and development
opportunities

Strive for personal and professional growth
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CONCLUSION

Upholding brand standards is essential for guest satisfaction
Health and safety procedures are crucial for a safe work environment
Attention to detail and effective communication drive excellence

Continuous learning and improvement are key to success
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OBJECTIVE

Ensure consistent achievement of brand standards
Enhance customer satisfaction

Maintain a safe and healthy work environment




