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Key Housekeeping Team Skills
Attention to detail Unrelenting attention to detail is one of the most important housekeeping abilities. Each room is properly cleaned, every amenity is replenished, and any flaws or damages are notified as soon as possible (Singh and Jaykumar, 2019). Personally, I learned this talent while working as a cleaner at a high-end hotel. I learned to check each room methodically, ensuring that every surface was pristine and that each guest's needs were addressed.

Time Management. According to Johnston, Clark, and Shulver (2012), effective time management is essential in housekeeping to ensure that activities are completed efficiently and within the timeframes allotted. Housekeepers often work on tight deadlines, and juggling many rooms while maintaining quality standards requires exceptional time management abilities (Choy et al., 2021). For example, when working at a crowded resort, I refined my time management abilities by prioritizing duties depending on visitor check-ins and check-outs, allowing me to provide great service even during peak times.
 
Communication skills. Housekeeping personnel often deal with visitors, colleagues, and management. To comprehend and fulfill guest requests, collaborate with staff members, and report any maintenance concerns, clear and straightforward communication is necessary (Singh and Jaykumar, 2019). I improved my communication skills while working in housekeeping by successfully presenting information to both visitors and other staff members, ensuring a seamless workflow and guest satisfaction.
 
Problem-Solving. Housekeeping workers are often faced with unanticipated situations that require fast thinking and problem-solving abilities, as noted by Johnston, Clark, and Shulver (2012). This might include everything from dealing with visitor complaints to troubleshooting equipment faults (Marneros, Papageorgiou, and Efstathiades, 2020). The ability to think on your feet and create answers quickly is priceless. I have honed my skills in troubleshooting small difficulties, such as repairing broken equipment or addressing visitor concerns, to provide a great guest experience.
 
Theoretical Knowledge Application
Academic education provides theoretical information that may be utilized successfully in the housekeeping profession. For example, researching cleaning procedures and chemical safety provides housekeepers with the information they need to pick proper cleaning chemicals, providing optimum cleanliness and reducing surface damage (Choy et al., 2021). Understanding customer service concepts allows housekeeping personnel to anticipate and meet the demands of guests, increasing visitor happiness.
Furthermore, theoretical knowledge in inventory management and sustainability techniques may be implemented to guarantee optimal resource usage and waste reduction (Johnston, Clark, and Shulver, 2012). This understanding enables housekeeping personnel to utilize ecologically friendly cleaning solutions and promote towel and linen reuse programs, therefore contributing to sustainable hospitality operations (Marneros, Papageorgiou, and Efstathiades, 2020).
 
Importance in the Hospitality Sector
The issue of essential housekeeping skills is important in the hospitality sector for various reasons. To begin, cleanliness and hygiene are critical components of visitor happiness. A clean and well-kept environment makes a good first impression, improves client comfort, and encourages repeat business. Second, the cleaning crew is essential to maintaining an establishment's reputation. A well-trained and professional cleaning staff guarantees that high-quality services are consistently delivered, strengthening the brand image and attracting new customers.
 
The cleaning crew also contributes to the general safety and security of visitors. They help reduce risks and guarantee a safe environment by quickly reporting any maintenance concerns or possible risks (Tesone, 2010). This is especially important in the present global context, where sanitation and hygiene have become more important as a result of the COVID-19 epidemic. Furthermore, efficient communication and collaboration between the housekeeping crew and other departments, such as the front office and maintenance, are critical for smooth operations. According to Marneros, Papageorgiou, and Efstathiades (2020), timely communication on room statuses, passenger requests, and maintenance problems fosters effective coordination, which leads to better guest experiences and overall operational efficiency.
 
Personal Reflections
Throughout my time on the housekeeping crew, I have realized the importance of these qualities in providing outstanding service. My attention to detail has enabled me to constantly meet and surpass cleaning requirements, resulting in increased client satisfaction. My time management abilities have allowed me to tackle numerous jobs at the same time, ensuring efficiency without sacrificing quality. Effective communication has been critical to knowing visitor preferences and responding to their requirements as soon as possible. Furthermore, I have discovered that physical stamina is critical to maintaining the demanding nature of the work and delivering consistent performance. Finally, my problem-solving abilities have enabled me to efficiently deal with unexpected obstacles, maintaining smooth operations and visitor happiness.
 
Conclusion
Finally, working on the housekeeping crew requires a variety of vital abilities that contribute to the overall success of a hospitality organization. Exceptional service requires attention to detail, time management, communication skills, physical endurance, and problem-solving talents. The utilization of theoretical knowledge improves the efficiency and efficacy of housekeeping activities. These abilities are very important in the hospitality sector. They contribute to visitor happiness, protect the establishment's reputation, assure guest safety, and encourage effective departmental collaboration. As a housekeeping expert, I understand the need to polish these abilities and keep my theoretical knowledge up-to-date in order to deliver a great experience for visitors and contribute to the overall success of the hotel business.
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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?


	
Room has not been properly cleaned. 

	Communication breakdown: The cleaning crew may not have gotten precise information about the guest's arrival and room status.
	Apologise and empathise: Approach the visitor personally, offer genuine apologies for the inconvenience, and ensure them that their issues will be handled as soon as possible (Cheng et al., 2018).
	Strengthen communication channels: improve communication between the front desk and the cleaning personnel to enable accurate and timely information sharing about guest arrivals, departures, and room statuses (Cheng et al., 2018).

	Define explicit roles and responsibilities. Define explicit roles and responsibilities for each team member, ensuring that everyone knows their individual tasks and obligations (Vallen and Vallen, 2012). Promote a sense of responsibility and accountability among team members.


	


	 Time restriction: The housekeeping crew may have been understaffed or had 	an unanticipated workload, resulting in hasty cleaning operations.
	Inspect and rectify inspect the room personally to identify areas that were not adequately cleaned. Take prompt action to resolve the concerns, either directly or by appointing appropriate staff members to do so (Radojevic et al., 2018).
	Instruction and reinforcement: Provide detailed cleaning standards, processes, and attention-to-detail instruction to the housekeeping personnel. Reinforce these standards on a regular basis via refresher training and continuing monitoring.
	Promote effective communication. Hold frequent team meetings to discuss objectives, handle problems, and communicate critical information (Ahmad, Ahmad, and Papastathopoulos, 2018). Promote open and honest communication channels within the team.

	


	Inadequate training: The housekeeping team may have received insufficient training on cleaning standards and practices.
	Compensate if adequate: Consider giving adequate compensation to the guest as a show of goodwill, depending on the severity of the incident and the hotel's rules.
	Standard operating procedures (SOPs): Create and execute explicit SOPs for room cleaning that ensure all staff members adhere to standardized procedures and checklists.
	Training and Development. Identify areas within the team where extra training or skill development is required. Offer internal and external training opportunities to improve the team's knowledge and competence (Cheng et al., 2018).

	


	
	Inform management: Inform management about the occurrence, including facts about the complaint, measures taken, and any required follow-up activities (Lee et al., 2018).
	Quality assurance checks: Conduct frequent quality checks and inspections of cleaned rooms to detect any flaws and take remedial action as soon as possible (Lee et al., 2018).
	Organise team-building events. This will help to develop a strong team spirit and enhance interpersonal connections. Encourage teamwork and a positive work atmosphere.

	


	
	
	
	Performance Recognition and Incentives. Implement a method to recognize and reward exceptional team performance. Create reward or bonus programs to inspire and motivate team members. Encourage team members to contribute feedback and recommendations for process improvement. Review and update SOPs and best practices on a regular basis, depending on team input and industry advancements (Lee et al., 2018).
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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: The purpose of this presentation is to present a basic training presentation to the housekeeping team. The training will address the recent guest complaints and get the best out of the housekeeping team. It will also seek to ensure that brand standards are being achieved and that health and safety procedures are also being followed.
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	Training Notes: Improving housekeeping quality is critical for the hospitality sector, including hotels. Here are some measures that Marriott might utilize to improve housekeeping:
Extensive Training Programs: The hotel can design and administer extensive housekeeping training programs. Standard operating procedures, cleaning methods, attention to detail, time management, and visitor engagement should all be included in these programs (Li et al., 2020). The hotel can guarantee that its cleaning personnel have the required skills and expertise to provide outstanding service by offering rigorous training.
Quality Control and Inspections: The hotel may implement a strong quality control system to monitor the work of its housekeeping personnel. Regular inspections may be performed to evaluate the cleanliness and upkeep of guest rooms and public spaces. Staff should be given feedback and remedial procedures to resolve any flaws and maintain consistent standards (Kuhzady and Ghasemi, 2019).
Technology Integration: The hotel may employ technology to improve and expedite housekeeping operations. Implementing a mobile app or software solution that permits real-time communication between cleaning employees, supervisors, and front desk personnel, for example, may increase efficiency and reaction time. Technology may also be utilized to manage inventories, allocate tasks, and monitor housekeeping operations (Kuhzady and Ghasemi, 2019).
Employee Recognition and Incentives: The hotel may set up recognition programs to recognize and reward housekeeping personnel who regularly perform well. This may include performance-based rewards, accomplishment awards, and even prospects for professional progression. Recognizing and appreciating housekeeping staff's accomplishments helps drive them to maintain high levels of cleanliness and service (Li et al., 2020).
Input and Continuous Improvement: The hotel should foster a culture of continuous improvement by soliciting input from guests and workers. Surveys of guest satisfaction and staff feedback tools may give significant insights into areas that need to be improved. The hotel may utilize this input to identify training requirements, fill service gaps, and make improvements to improve housekeeping excellence (Kuhzady and Ghasemi, 2019).
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	Training Notes: Brand standards are important for generating a positive visitor experience. They provide a consistent and integrated structure for ensuring a constant level of quality and service across all brand touchpoints (Alrawadieh and Law, 2019). Here are some of the main reasons why brand standards are critical for providing a positive visitor experience:
Consistency: Brand standards offer a set of principles and expectations that guarantee visitors have a similar experience across many places and interactions. Consistency fosters familiarity and trust, enabling visitors to know exactly what to expect from the brand. Maintaining consistent standards, whether in the physical environment, customer service, or brand language, helps visitors feel secure and comfortable throughout their encounters (Fallon and Rutherford, 2010).
Quality Assurance: Brand standards provide the criteria for quality and excellence in service delivery. Brands can guarantee that visitors consistently get a high level of service and experience by adhering to these guidelines. This encompasses everything from facility cleanliness to personnel professionalism, information correctness, and general attention to detail (Alrawadieh and Law, 2019). Meeting or surpassing brand standards on a consistent basis fosters visitor trust and loyalty.
Brand Identity: Brand standards are inextricably linked to a brand's identity, values, and promise. They contribute to the distinct personality and features of a brand, with which visitors may identify (Alrawadieh and Law, 2019). When visitors see a brand that matches their expectations and beliefs, they are more likely to build loyalty and affection for that brand. Brand standards guarantee that the visitor experience is consistent with the intended identity and message of the brand.
Trust and Reliability: Consistent adherence to brand standards builds visitor trust and dependability (Fallon and Rutherford, 2010). When visitors come across a company that regularly delivers on its promises, they have confidence that their needs and expectations will be satisfied. Building long-term connections with visitors requires trust, which leads to repeat business, favorable word-of-mouth referrals, and brand advocacy (Alrawadieh and Law, 2019).
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	Training Notes: Health and safety protocols are critical in a variety of settings to safeguard people's health and avoid accidents, injuries, and disease transmission (Shahzadi et al., 2018). These procedures explain the standards, methods, and actions that must be followed to keep the environment safe and healthy. The following are some important features of health and safety procedures:
Policies and Protocols: Health and safety procedures involve the formulation and execution of policies and protocols that specify the particular activities and actions to be performed to guarantee a safe environment. These rules encompass emergency response, first aid, personal protective equipment (PPE), hazardous substance management, and safe work practices (Torres, Milman, and Park, 2018).
 Training and Education: It is critical to give thorough training and education to workers or persons working in the environment to ensure they understand and adhere to health and safety protocols. This includes instruction on how to utilize correct equipment, emergency procedures, danger detection, and reporting procedures. Refresher training should be done on a regular basis to reinforce knowledge and address any updates or changes in processes (Shahzadi et al., 2018).
Hygiene Practices: To avoid the spread of infections, health and safety procedures should highlight the need for appropriate hygiene practices (Jones, 2010). Promoting frequent handwashing, providing sanitization stations, establishing cleaning and disinfection processes, and encouraging respiratory etiquette such as concealing coughs and sneezes are all part of this.
 Compliance Monitoring and Reporting: Mechanisms for monitoring compliance with health and safety standards should be included in procedures. Regular inspections, audits, and reporting systems may assist in identifying noncompliance concerns and opportunities for improvement (Torres, Milman, and Park, 2018). It is critical to have a mechanism in place for reporting events, accidents, near misses, or any other health and safety issues so that they may be investigated and corrected as soon as possible.
Continuous Improvement: Health and safety processes should be evaluated and changed on a frequent basis to reflect new requirements, best practices, and lessons learned. Employee feedback, incident reports, and new industry standards should all be taken into account to constantly enhance the efficacy of health and safety procedures (Jones, 2010).
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	Training Notes: This session will center on employee engagement with a focus on the RATER model (Song et al., 2022). The RATER model is mainly used to measure and improve customer service quality. However, the RATER model's concepts may be applied to employee engagement techniques to improve the employee experience inside a business. The RATER model is linked to employee engagement. Organizations may improve the entire employee experience, boost job satisfaction, increase employee loyalty and productivity, and build a healthy work culture by adopting the RATER model principles into their employee engagement strategy (Fernandes and Fernandes, 2018). Recognizing the value of dependability, assurance, tangibles, empathy, and responsiveness may assist firms in developing an engaging and supportive environment in which workers can flourish and contribute to the organization's success.
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	Training Notes: The training process will focus on the reliability element of the RATER model. In the context of employee engagement, reliability refers to workers receiving constant and reliable assistance, resources, and communication (Alex and Ondiek, 2014). Organisations may exhibit reliability by keeping their promises, setting clear expectations, and providing dependable systems and procedures that support employee performance. This includes keeping promises about job advancement, training opportunities, pay, and work-life balance (Fernandes and Fernandes, 2018).


	

[image: ]





	Training Notes: This slide will focus on the second element of the RATER model, assurance. In the context of employee engagement, assurance refers to building trust, confidence, and security in workers. It entails creating a welcoming and inclusive work atmosphere, encouraging open communication, and ensuring fair and consistent rules and procedures. Organisations may provide confidence by offering frequent feedback, acknowledging employee efforts, and fostering a respectful and fair culture (Alex and Ondiek, 2014).
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	Training Notes: Tangible is the third element of the RATER model that will be the focus of this session. In the context of employee engagement, tangibles refer to the physical and intangible resources made available to workers in order for them to do their tasks successfully. Access to contemporary and well-equipped workplaces, equipment, technology, and training resources are all part of this. The organisation's dedication to employee well-being, such as health and wellness initiatives, flexible work arrangements, and employee support programs, is very tangible (Torres, Milman, and Park, 2018).
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	Training Notes: Empathy will be the focus of this session as part of the next element of the RATER model. Understanding and resolving workers' needs, worries, and goals is what empathy entails in the context of employee engagement (Alex and Ondiek, 2014). Organisations must actively listen to their workers, display empathy, and provide support and understanding. Empathy may be fostered in organizations by promoting open communication, providing outlets for criticism and recommendations, and establishing programs that address work-life balance and general employee well-being (Priya and Bhoomadevi, 2020).
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	Training Notes: In the context of employee engagement, responsiveness refers to the organisation's capacity to handle employee needs, issues, and comments as soon as possible (Priya and Bhoomadevi, 2020). It entails responding to employee queries in a timely manner, providing outlets for problem-solving and decision-making, and taking action to solve problems that impair employee engagement (Priya and Bhoomadevi, 2020). Establishing efficient communication channels, including workers in decision-making processes, and acting on employee input are all ways for organizations to exhibit responsiveness.
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	Training Notes: I will focus on the best-practice industry examples of the RATER model and link this to Marriott International. On reliability, staff must strive to deliver consistent and reliable service to its customers (Alex and Ondiek, 2014). This may be accomplished via employee engagement techniques that prioritize training and development, ensuring that staff have the skills and knowledge required to continuously provide high-quality service. Secondly, on assurance, staff should instill trust and confidence in their guests (Priya and Bhoomadevi, 2020). Employee engagement tactics that emphasize clear communication, empowerment, and appreciation may help boost employee confidence. When staff feel confident and encouraged, they can express that confidence to visitors.
Under tangibles, the hotel must understand the value of tangible evidence and facilities in providing a better service experience. Employee engagement tactics might include ensuring that workers have access to the resources, tools, and equipment they need to do their tasks well (Alex and Ondiek, 2014). Investments in technology, infrastructure, and employee workspaces are examples of this. On empathy, the hotel should strive to understand and meet the needs of its customers by demonstrating empathy and care (Priya and Bhoomadevi, 2020). Employee engagement initiatives that promote active listening, empathy training, and the creation of channels for workers to share feedback and recommendations may help to develop a culture of empathy. Employees are more inclined to sympathize with visitors when they feel heard and respected. Finally, on responsiveness, to match visitor expectations, there is a need to prioritize timely and fast service. Employee engagement initiatives may emphasize agility and responsiveness by encouraging staff to be proactive, adaptive, and rapid in meeting the demands of guests. This might include enabling staff to make choices and take action to quickly fix difficulties.
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Enhancing Housekeeping Excellence

1 To improve housekeeping excellence, the following must
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The Importance of Brand Standards

[ Stress the significance of brand standards for a great visitor
experience.

[ Reasons why brand standards are critical for providing a
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v" Quality assurance
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(1 Learning Objective : Understand the effect of brand
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examples of brand standards




image7.svg
                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                   The Importance of Brand Standards  Stress the significance of brand standards for a great visitor experience.  Reasons why brand standards are critical for providing a positive visitor experience are as follows:  Consistency  Quality assurance  Brand identity  Trust and reliability  Learning Objective : Understand the effect of brand standards on visitor satisfaction.  Assessment: A group exercise to identify and discuss examples of brand standards


image8.png
Health and Safety Procedures

(] Health and safety protocols safeguard people's health and
avoid accidents, injuries, and disease transmission.

U Important features of health and safety procedures are as
follows:
v" Policies and protocols
v" Training and education
v" Hygiene practices
v Compliance monitoring and reporting
v" Continuous improvement

( Learning Objective: Recognize the importance of health
and safety in ensuring a safe workplace.

U Evaluation: A quiz on health and safety practices to assess
understanding
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Employee Engagement: RATER Model

U The RATER model measures and improves customer
service quality.

1 The RATER model's concepts may help employee
engagement techniques and employee experiences inside a
business in the following ways:

v" Dependability
v’ Assurance

v" Tangibles

v Empathy

v" Responsiveness

U Learning Goal: Recognize the significance of employee
engagement.

(] Assessment: A group exercise in which participants
debate how the RATER model may be used for housework
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Reliability

[ Reliability means workers receive constant and reliable
assistance, resources, and communication.

U Reliability is shown by keeping promises, setting clear
expectations, and providing dependable systems and
procedures that support employee performance.

[ Learning Objective: Recognize the influence of
dependability on visitor pleasure.

L Assessment: A role -playing activity to show dependable
conduct in various settings
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Assurance

(1 Assurance is building trust, confidence, and security in
employees.
) Assurance involves:

U Establishing a welcoming and inclusive work atmosphere
O Encouraging open communication
() Assuring fair and consistent rules and procedures

(1 Learning Objective: Recognize the importance of
confidence in establishing visitor trust.

[ Assessment: A small group exercise to explore methods to
reassure visitors
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Tangibles

[ Tangibles are physical and intangible resources available
to employees for them to do their tasks successfully.

U Tangibles also encompass the following:

L Access to modern and well -equipped workplaces,
equipment, and technology resources

U Dedication to employee well-being

1 Learning Objective: Recognize how tangibles affect the
entire visitor experience.

(] Assessment: A visual evaluation activity to evaluate the
look and cleanliness of sample rooms
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Empathy

1 Empathy entails understanding and resolving workers'
needs, worries, and goals.

[ The hotel should actively listen to workers, display
empathy, and offer support and understanding.

1 Empathy is fostered by promoting open communication,
providing outlets for criticism and recommendations, and
establishing programs that address work -life balance and
general employee well-being.

1 Learning Objective: Recognize the importance of empathy
in enhancing visitor happiness and loyalty.

L Assessment: A role -playing activity to show sympathetic
dialogue with visitors
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Responsiveness

[ Responsiveness is the organization's capacity to
immediately handle employee needs, issues, and
comments.

[ Responsiveness involves:
v' Responding to staff queries on time
v’ Providing outlets for problemsolving
v" Taking action to solve problems

1 Learning Objective: Recognize how responsiveness
affects visitor pleasure and loyalty.

L Assessment: A case study exercise was used to examine
and provide solutions to guest concerns.




image21.svg
                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                   Responsiveness  Responsiveness is the organization's capacity to immediately handle employee needs, issues, and comments.  Responsiveness involves:  Responding to staff queries on time  Providing outlets for problem - solving  Taking action to solve problems  Learning Objective : Recognize how responsiveness affects visitor pleasure and loyalty.  Assessment: A case study exercise was used to examine and provide solutions to guest concerns.


image22.png
Best Practice Industry Example

[ Reliability: Offer reliable service to guests and offer
training and development to staff.

() Assurance: trust and confidence in its guests through clear
communication and staff empowerment

[ Tangibles: Understand the value of tangible evidence and
facilities in providing a better service experience.

1 Empathy: Understand and meet the needs of its customers
by demonstrating empathy and care.

(] Responsiveness: To match visitor expectations, there is a
need to prioritize timely and fast service.

1 Learning Objective: Gain knowledge of industry best
practices for employee engagement through applying the
RATER model.

O Assessment: Group discussion on how to implement the
hotel’s strategies to improve team engagement
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Introduction

[ The aim of this presentation is to present a basic training
presentation to the housekeeping team.

U The training aims to address the recent guest complaints
and get the best out of the housekeeping team.

Q It will also seek to ensure that brand standards are being
achieved and that health and safety procedures are also
being followed.
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