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"Providing a clean, comfortable, safe and aesthetically pleasing environment" is the definition of housekeeping. According to another definition, "housekeeping is the operational department of a hotel responsible for the cleanliness, maintenance and aesthetic care of rooms, common areas, back areas, and surrounding areas".

Outside the hospital, managing daily tasks and responsibilities related to household chores, such as cleaning, cooking, household chores, shopping, and paying bills, is called housekeeping. These routine daily activities can be performed by anyone in the family or by hired helpers such as butlers or maids.
The hotel's housekeeping department ensures that all guest rooms and public areas are clean, tidy and attractive. The housekeeping department not only prepares and cleans guest rooms quickly, but also cleans and maintains the entire hotel to keep it looking as clean and comfortable as it did the day it opened.

A guest's experience at a hotel is directly impacted by housekeeping's efforts to provide a comfortable room. Housekeeping department employs more staff as compared to other hotel departments. 
The primary communication between housekeeping and the front desk/reception team is because they are responsible for returning the room promptly. The status of each room is communicated regularly from housekeeping to the front desk and vice versa. Hotel software, phone systems, housekeeping mobile applications, and other new technologies can update room status.

In addition, housekeeping staff work closely with the technical or maintenance departments, as housekeeping staff identify various types of maintenance issues during room cleaning and report them to the maintenance team for correction or replacement. For example, problems with televisions, air conditioning, heating systems, plumbing, lighting, electrical problems, furniture, toilets, vanities, bathtubs, towel rails, ventilation, etc. In most hotels, the housekeeping department employs more staff than any other department. As a result, the work becomes a significant operating expense. Properly running a housekeeping department depends on finding a balance between workload and employee numbers. When calculating staffing levels, you must remember that each property has unique needs.

Type of hotel, location, local traditions and customs, size (number of rooms), occupancy rate, management requirements and policies, amount of work per room, expected quality of work, standards to be met, required to complete the work time, how often the work must be completed, etc. are some of the considerations here. The number of staff in the housekeeping department basically depends on the size and design of the inn. That is, whether it is a scaled-down design with room groups, the number of rooms per floor or floors, the division of public and completed regions, and so on. Taking into consideration everything that has been mentioned so far, some of the most important skills include the following:
Customer service: This is because in every customer interaction, Make A Difference demonstrates the excellent customer service that Make A Difference is known for nationally. We have received multiple positive reviews for our excellent customer service and commitment to our haul bins. A proven ability to multi-task and provide excellent customer service in a fast-paced environment. Provide premium cleaning services and customer service to special customers in metropolitan areas. 

Cleanliness: To ensure customer satisfaction, prioritize and update room status after cleanliness and condition is approved according to departmental standards. We maintain the highest standards of cleanliness by cleaning our residents' rooms and bathrooms, as well as the dining room and common areas daily. Maintain proper cleanliness and dispose of waste to maintain and keep the facility clean. 

Good Judgement: I made the right decision when an angry guest who didn't have the room key demanded the door be opened. Think clearly, keep a cool head, and use your own judgment to solve problems. Please use your best judgment and remain concerned about sensitive technical medical equipment housed in certain areas of the facility.

Overall, the housekeeping staff in a hotel plays an extremely important role especially towards the impression that the guests create about the hotel. Since it enters the hotel and the room it is accommodated in, the guest expects everything to be “spotless” 





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 room has not been cleaned properly. 

	The staff in charge mentioned that there was not enough time to finish. 
	Get the staff to clean the room properly and reward the guests with a free meal to say sorry for those happened. 
	Explain to the member of staff how important it is to make sure that all tasks are completed instead of leaving them undone. 
	Get members to check one another’s work following a specific checklist to make sure that everyone completes all tasks accordingly. 

	
The housekeeping staff did not follow all the needed procedures. 

	The member of staff in charge was new and unaware of everything that needed new. 
	Create a guide which to be handed to all employees no matter how long they have been in the company to prevent missing any steps. 
	Check the work of the employees more closely randomly not a specific basis so the employees do not expect it when it happens.
	Get two members of staff to work together to lower the amount of time needed for one room.




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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PERSONAL
HYGIENE

Keep Clear, Be Healthy!

THE PERSONAL HYGIENE AND
GROOMING

o [t is important to wash your hands following the five steps presented on ll figures sticked onto the
walls. Good hand hygiene is extremely important after the following

o Smoking, using the tollet, blowing your nose, touching garbage or sl prepare food, and so
on.

* Jour hair must be tied up at all times or worn in a way in which it does not interfere with doing
your job

* Jour nais need to be clean at all times but not too long as in this way it will not stop you from
doing your job properly
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[HE WORKPLACE HEALTH AND SAFETY

Jour satety and the safety of others is
extremely important and therefore every
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/

In the scenario where pieces of
equipment are not in qood
condition, write it down and hand
i to one of the managers to make
sure that the problem gefs solved
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[HE ROUSEKERPING EQUIPMENT
10 BE UsED

o tor all areas to be cleaned and for all surfaces that could be designated to you for cleaning,
there are specific "agents” to help to clinic everything correctly. Therefore, some o the main
equipment o use include the following:

e Washing-up liquids

e Drain-cleaning products
o [oilet cleaners

* Bleach

o Sanitisers

Also, it s extremely important to make sure that qloves and masks are being used when
difterent solutions such as the blech are used s this can make you senstive
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[HE ROUSEKEEPING EQUIPMENT 10 BE USED: CONT

 Lach one of you is being designated a trolly to make sure
hat all equipment in easy to be found and then used.

However, even so, there are some aspects to consider with

he trolly and these include the following

* Make sure that bags for rubbish are separated

* Use all shelves to organize different cateqories of products

 Have separate compartments for amenities and refreshments
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IMPORTANT ASPECTS 10
MAINTAIN EFFECTIVENESS

o s there are multiple employees working on the department,
the inter-communication is extremely important to inform one
another who is doing what, what problems there are and so
on,

e Any problems found such as bed bugs, lost items, danger, or
any ofher aspect, it is important to write it down and
communicate to the superiors so the problems can be solved
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HOU S E K E E P ING  T R AINING  
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Ihis presentation has been crated to bring all together in order to
bring awareness towards the roles and responsibilities that each
housekeeping employee has towards the hotel.

WELCOME [his presentation will include:

o Jour attributes and qualities as a team

 Ihe Personal Hygiene and brooming,

« [he workplace health and safety in housekeeping
« [he housekeeping equipment to be used











