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Introduction 
The housekeeping department plays a vital role in the hospitality industry and has a direct impact on the comfort and satisfaction of guests. Efficient housekeeping practices are not just restricted to attention to detail when it comes to cleanliness but also emphasise having a helpful and friendly attitude and a professional appearance (Datu et al., 2020). 
Critical Skills Required by the Housekeeping Team 
Verma et al. (2020) have argued that the housekeeping department requires a range of skills in order to be successful. It is undeniable that a crucial requirement for the sector of housekeeping is efficient communication. For tasks to be properly completed, communication by the members of the housekeeping team must be concise. In addition, effective communication skills are a must for quick comprehension, and guests request fulfilment. Further clarity and professionalism in communication decrease any uncertainty or confusion that could develop along the process. Furthermore, having strong communication skills may help with both conflict resolution and misunderstanding prevention. Conflicts may be resolved in a positive and constructive manner through active listening and thoughtfully resolving queries (Radzi et al., 2020). Apart from this, Datu et al. (2020) have argued that housekeeping team members need to be capable of problem-solving. To avoid occurrences of issues or guest complaints in the future, the team must be skilled enough to be able to provide long-term solutions to issues. For instance, the cleaning crew might make sure that rooms are regularly cleaned and up to standards. The staff must develop problem-solving skills in order to identify chances for long-lasting adjustments and solutions. 
The importance of time management is made evident by the need to perform tasks efficiently while also making sure that the guest rooms are perfectly clean. By using efficient time management strategies, employees can boost productivity, lower stress levels, and improve customer satisfaction. To provide visitors with a clean, secure environment, programmes that establish new cleaning practices and hygiene standards need to be put into place. To further manage time effectively and intelligently, the staff must make use of a number of tools and services, including automated timetables and checklists (Shahane and Fernandes, 2021). Liu et al. (2021) are of the view that detail orientation is an essential skill for housekeeping employees in the hotel industry, which involves paying special attention to the small details that have a significant impact on how delighted customers are. By taking into account each visitor's particular preferences and demands, the focus should be to offer experiences that are distinctive and unforgettable. However, doing so also requires having the necessary multitasking skills.
Reflection – Application of Theoretical Knowledge 
Throughout the module, I have been able to learn different concepts and strategies associated with housekeeping and hospitality management. I agree with the fact that the housekeeping department plays a crucial role in overall guest satisfaction, and therefore, one must be skilled enough to do so. Reflecting on my knowledge and skills, I have come to know that if I got the opportunity to work in the housekeeping department, I would be able to ensure the efficient application of my communication and listening skills. However, at the same time, I have also realised that I also need to work on my weak areas, such as time management and multitasking. As far as the application of theoretical knowledge is concerned, I believe that I am aware of the major role and responsibilities that must be fulfilled by those associated with the housekeeping department. Besides this, I have also got the benefit of being aware of new technology now utilised in the housekeeping department. In addition, I will also be able to apply my communication skills to keep employees engaged and satisfied so that they can perform their tasks efficiently. 
Industry Examples 
Several hotels in the hospitality industry have adopted new ways of making their housekeeping areas better. For instance, Marriott has launched a global cleanliness council to promote high standards of cleanliness (Marriott, 2020). Besides this, Hilton Hotels has placed greater emphasis on on-demand housekeeping services based on the perspectives of comfort and flexibility of guests. The purpose is to encourage people to call the front desk and make requests for which the staff members are readily available (Goldstein, 2021). Four Seasons is another well-known hotel that is also considered great for its housekeeping, considering it at the heart of all guests’ satisfaction. The hotel has ensured that the employees are equipped with proper skills and has further considered well at the core of its housekeeping (Four Seasons, 2023).
Conclusion 
The housekeeping department plays a crucial role in overall guest satisfaction if employees have the desired skill set. Communication, problem-solving, time management and multitasking are among some of these skills, which serve as the building block of the housekeeping function. Several hotels emphasise the necessity of skill development with regard to the housekeeping department.
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – You have just been promoted to the team leader for a floor within the hotel. A guest complained 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 needed to be cleaned adequately as the guests arrived.


	It happened due to a need for more communication and interaction among the members regarding room cleaning (Awan et al., 2021).
	I am going to apologise first and ask them to wait in the waiting area or room where the room will be cleaned in a few minutes. 
	It will be prevented in order to happen in future mainly by supervising work and ensuring that there is communication taking place.
	In order to improve team efficiency, communication will be made essential (Knezevic Cvelbar et al., 2021)

	There was a lack of communication that the room was not cleaned.


	There needed to be more communication as employees were not friendly enough to talk about a problem with room cleaning (Knezevic Cvelbar et al., 2021). 
	Hence, I will apologise to the customer for waiting. Hence, I will turn to employees and be strict with them (Knezevic Cvelbar et al., 2021).
	It will be prevented with the help of proper communication channels to be done in order to ensure communication. 
	Training will be provided to all staff on their related tasks and skills in order to ensure the best work and services (Knezevic Cvelbar et al., 

	needed to show better employees showed bad attitude in terms of different services.


	The employees were not in a calm mood. Hence, they did not differentiate between personal and professional work-life balance. Therefore, the employees are at fault here.
	I will check for a bad attitude and talk to employees about giving a lousy attitude. Hence, I will tell them strictly that this behaviour is not allowed (Tiong et al., 2021).
I will also apologise to the guest and ask them to forgive the employee. 
	It will be prevented by hiring people with good attitudes, which can differentiate between personal and professional life. Training the newcomers is also essential (Awan et al., 2021).
	Hence, I introduce that to improve team effectiveness; there is a need to showcase a good attitude, which will be supervised (Liladrie, 2021). 

	The room did not have new bedsheets, towels, soap, etc.


	It happened due to the employees' need to recheck to see if the new and fresh items were provided in the room. 
	I will ensure the guests wait for some time, and the necessities will be rechecked and replaced accordingly (Awan et al., 2021). 
	Hence, all the amenities will be closely checked before the guest arrives. Therefore, the team leader or supervisor will recheck it. 
	The amenities will be ensured in terms of the arrival of guests. Hence, after they go, it will be changed.

	The guest was rude as the room was not cleared. 


	The guest was rude due to the lack of duty done by the employee. Hence, the guest has lost patience in not cooperating with the hotel and its employees (Kim and Han, 2022). 
	If the guest is rude about the room not being cleaned. Hence, the employee will be asked to do it again. The complimentary items work best in these kinds of cases. 
	It will be prevented with the help of guests not being rude and happy with all the items provided. Hence, more hard work will be done (Liladrie, 2021).
	If guests are rude, report them to senior management or try talking to them first (Knezevic Cvelbar et al., 2021)




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: This serves as an introduction to the training session for the housekeeping team at Hotel Trinity. The presence of colleagues and the decimated staff will help improve performance and services. The prime purpose of the training is to enhance performance, promote health and safety procedures and maintain consistency in achieving brand standards.  
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	Training Notes:  The slides assisted in delving into the importance of performance in the role of housekeeping. This is essential as it has a direct association with guests' performance. Housekeeping plays a major role in making the guest's experience memorable and building an online reputation, and attracting new customers. A level of professionalism and signs of continuous improvement are visible by prioritising performance. 
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	Training Notes: The importance of skills is visible in the job role of housekeeping staff to delve into a pleasing experience. Attention to detail, communication, time management and endurance and physical stamina are among the key skills that aid in addressing the guest's needs and meeting their request promptly. 
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	Training Notes: The slide explores the concept of brand standards. Housekeeping staff works towards the maintenance of brand standards by ensuring consistency in operations and function; this help maintains the brand identity of the hotel and creates a professional image encouraging a personalised guest experience. 
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	Training Notes: The slide aims to cover the importance of health and safety procedures that housekeeping staff needs to follow. By emphasising the significance of adhering to safety and cleaning protocols, a hygienic environment can be maintained.
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	Training Notes: The slide introduces the Zinger Model of Employee Engagement, which focuses on increasing the commitment of the workers towards their organisation and staying engaged.
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	Training Notes: The Ritz-Carlton serves as a profound example that showcases successful employee engagement initiatives. Therefore, the housekeeping staff needs to adhere to the principles of the Zinger model to enhance their engagement. 
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	Training Notes: The housekeeping team has been trained to meet the best standards of the hotel. However, the ongoing training will work to highlight the skills gap and will ensure to yield positive guest experiences.
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	Training Notes: The slides highlight the importance of empowering employees and ensuring that their performance is up to the mark. Therefore, the EAP program seems to be effective in this regard. 
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	Training Notes: Overall, the training program is focused on the housekeeping staff to enhance their knowledge and understanding. The training would help yield skilled workers with an ultimate focus on improving the guest experience. 
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HEALTH AND SAFETY PROCEDURES

Housekeeping staff also requires to follow health and safety procedures.
Therefore, a clear cleaning protocol needs to be followed to maintain a
hygienic environment

The importance of PPE cannot be mitigated as it assists the staff to protect
themselves.

The steps to be followed in case of emergency are also provided in the
manual of emergency procedures

Knowledge about first aid and fire evacuation helps deal with incidents
promptly (Siagian et al., 2021).

Ergonomics and injury prevention are also to be followed to prevent
workplace hazards

Safe handling and storage of chemicals must be practised.
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EMPLOYEE ENGAGEMENT MODEL

To provide the team with a model to follow, the Zinger model
of employee engagement is appropriate.

The model focuses on passion, connection and significance.
Hussainy (2020) provided that by following this model, a sense
of belongingness will be developed.

This is important for the housekeeping staff to ensure that all

members are able to connect and foster a positive relationship.
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EMPLOYEE ENGAGEMENT MODEL

The model highlights the passion and strengths of the workforce
to be aligned with their specific roles to provide development
opportunities.

Industry Example: Ritz Carlton makes use of the Zinger model
at organisational, leadership and individual level.

This helps in establishing a customer-centric culture and

prioritises well-being and development (Rijal, 2023).
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ONGOING TRAINING AND

DEVELOPMENT

Karim et al. (2019) provided that the best investment for a business is to invest in
staff training and development.

Therefore, to improve the productivity of the workers and reduce turnover, training is
prioritised.

This will help address the guest complaints effectively and would benefit the
organisation.

The training is aimed at reducing the skills gap.

A knowledgeable and skilled workforce is more valuable to the organisation.
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EMPOWERING EMPLOYEES

To further enhance the performance of housekeeping staff, empowering employees is important.
This can be achieved through Employee Assistance Program.

Berry et al. (2020) provided that EAP serves as a work-based intervention program to assist the
workforce.

It would help resolve employee issues, which would further help in elevating their motivation to

serve guests well.

Al P

Assistance Program





image11.png
CONCLUSION

‘With the aid of training, guest complaints can be tackled effectively.

It also helps elevate employee morale and make them feel knowledgeable and well-
equipped with key skills.

Thus, the training would align with the brand standards.
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INTRODUCTION AND AGENDA

« The presentation is aimed at providing the housekeeping team with an exceptional training session.

« Purpose: To ensure brand standards, enhance performance and adhere to health and safety.

« Presentation Agenda:
- Highlight the importance of Performance
- Build an account on Brand Standards
- Determine the Health and Safety Procedures
- Make use of the Employee Engagement Model

- Provide insights into Training Delivery Approach
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IMPORTANCE OF PERFORMANCE

Training is important as it helps improve performance.

The performance of housekeeping needs to be maintained at an exceptional level due to its
importance.

Kim et al. (2019) provided that it delivers exceptional guest experience through well-
maintain and clean rooms.

Improved performance attracts guests and contributes to a boost in online reputation.

It also reflects the commitment of the hotel towards professionalism and quality.

This helps yield satisfied guests who are likely to become loyal customers resulting in

positive word of mouth and repeat bookings.
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SKILLS REQUIRED BY HOUSEKEEPING

TEAM

The housekeeping staff needs to be well-equipped with a number of
skills.

The emphasis on attention to detail is important for precision in
cleaning and maintaining thoroughness.

Time management skills would help accomplish tasks in designated
timeframes (Kumar ef al. 2021).

Communication skill is also important to ensure smooth operations

by addressing guests' needs and preferences.
Housekeeping staff also need to maintain energy and endurance

(Pai et al,, 2020)
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BRAND STANDARDS

Hu and Trivedi (2020) described the brand standards as a reference guide
for the hotel brand.

It aims to highlight the importance of delivering exceptional services
aligning with the value and identity of the hotel.

There is also a significant need to maintain a professional appearance.
The staff needs to follow brand-specific guidelines.

This help in overall cleanliness, room setup and a guideline towards

amenities placement.

Lo and Yeung (2020) provided that brands also need to centre around
guests' personalised experiences.

This help in participating in quality assurance initiatives.




