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[bookmark: _Toc129894592]Introduction 
The housekeeping department is one of the critical job aspects in the hotel industry. This department helps to maintain hotels’ brand image and value in front of customers. The housekeeping department is responsible to maintain hygiene factors in the hotels and provide a healthy and safe environment to every customer. However, in the housekeeping department, the workers need to have some specific skills and knowledge that have been described in this study. 
[bookmark: _Toc129894593]Skills required for the housekeeping job role 
I have seen that housekeeping departments play an essential role in the hotel sector as it attracts customers and helps maintain customer satisfaction. I have done my internship in a hotel where I worked as a housekeeper. As per the viewpoint of Jubaedah et al. (2020), cleanliness is essential as it is the first impression of quality and value. However, certain skills and knowledge are required to work in a housekeeping team. I noticed that cleaning skills and presentation ability are the first skills or knowledge required in the housekeeping department. Being a part of a team in the housekeeping department I found that clear communication skills are necessary to work in a housekeeping team. I understood that clear communication skills are necessary to listen carefully to others and understand their point of view also. Alwadood et al. (2021) have claimed that, in the housekeeping department, clear communication skills involve, listening carefully, understanding guests’, and following as well as implementing instructions at the workplace. There are some skills required in the housekeeping department that have been described below:
Time management 
I identified that time management ability is very important in the housekeeping department. I have noticed that the housekeeper needs to clean many rooms and deliver various kinds of services to many guests at a time. Adams and Blair (2019) have stated that time management is necessary to complete many tasks on time by avoiding delays at the workplace. I have seen that housekeeping departments need to keep remembering the check-in and check-out time of guests and must provide all services such as cleaning rooms, bathrooms, and bedsheets within the mentioned time. In that case, I have realised that time management is a necessary skill for the housekeeping department. 
Team working ability 
This skill or ability is also necessary for working in a housekeeping department. I have seen that I have to work in a team where I have to cooperate with others. As per the viewpoint of Quick, (2020), the team working in the housekeeping department helps increase productivity and is very easy to supervise at the workplace. I have seen that through teamworking I and my peers have accomplished every task on time. However, I have realised that teamwork is necessary to avoid any complex situation at the workplace and complete all the tasks on time. 
Communication 
I have seen that this skill is necessary not only to work in a group but also to understand customers' preferences and serve services as per their requirements. Mejia et al. (2021) have claimed that clear communication is important for every organisation as it fosters a strong relationship with employees and customers. Through clear communication, I have solved my doubts and improved my understanding of housekeeping rules as well as regulations. Along with that, I have understood that clear communication is also very important to serve quality service by understanding customers' choices in a significant way. In a team, communication skill is necessary to enhance better team collaboration and maintain a transparent relationship among every team member (Galouzis and Furlong, 2022). I found communication skills are required to understand job roles and execute teamwork appropriately. 
Presentation skill 
I noticed that in the housekeeping department presentation skill is another essential job role as it helps to present a clean room in front of guests. Casado (2012) has stated that presentation skill is essential to make guests valuable and maintain their satisfaction level as well. I have seen that my manager was constantly focused on increasing presentation to clean rooms as well as bathrooms to make our guests comfortable. Therefore, I have realised that presentation skill is also important for working in the housekeeping department. A good presentation helps the housekeeping department to make customers valuable and increase brand image (Ginthotavidana and Waidyasekara, 2022). 
[bookmark: _Toc129894594]Conclusion 
It can be concluded that the housekeeping department plays an important role to maintain brand value and image in the competitive business world. Moreover, working in a housekeeping team requires clear communication. Time management ability is necessary to accomplish all the tasks on time and maintain a customer satisfaction rate in a significant way. 
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Component Two:

	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 hotel rooms were not cleaned properly due to poor team collaboration.









	I have found that working in a housekeeping department, cleaning rooms is one of the main responsibilities that need to be maintained. However, I have seen that our team collaboration was not good enough by which I and my team members could not complete cleaning all the hotel rooms within a very short period. Along with that, I have identified that all staff in my team were not present so massive work pressure has been faced by our team that disrupted the quality work range. Every present employee of the housekeeping department was not focused on their job role as well as responsibilities which disrupted the quality of housekeeping services to some extent. Apart from that, every employee of the housekeeping department has to complete their work within a very short period of time and the employees were very incompetent that restricted them from providing quality services. As a result, the problem has happened at the workplace which disrupted the customer satisfaction rate in a significant way.
	As I was working in a group of housekeeping departments, I was responsible to obey all the rules and regulations of the housekeeping department. In that case, I think I was also responsible to follow my team leaders' instructions to clean the room as quickly as possible to present quality services in front of our guests. I was also responsible to work collaboratively with my other team members. If I worked collaboratively with my team members, I could deliver quality services to my customers and can maintain their satisfaction rate as well. However, I have decided to show my apology to my team leaders and I will tell them to arrange an employee training session where I and my peers can improve our professional skills as well as knowledge to give quality services in future and avoid these kinds of inconveniences. Apart from that, I have decided to work on my personal development as I will follow some hotel management journals and books. In this way, I think I can improve my knowledge of housekeeping appropriately. Accompanying that, I will arrange a face-to-face meeting with my team members to divide all the tasks among us and execute all these tasks on time properly. In this way, I think me and my peers can cooperate with others and obey or follow our team leader's instructions for giving quality services to a large number of customers. 
	Being a team member, I am responsible to improve my team ability working and time management ability to accomplish all the tasks on time. In the future, to avoid these kinds of issues I have decided to learn and gather more information regarding the housekeeping department to provide quality services to my customers in future. I will support my team leader and follow his instruction to develop my skills and knowledge of housekeeping in a significant way. I will join an employee training program to develop my housekeeping skills. I will take part in an evaluation test that will be organised by my team leader. I will improve my presentation skill and problem-solving skills which are one of the most essential skills or abilities required for housekeeping. I will study online organisational journals and videos to know the way or princess of working housekeeping in a significant way. In this way, I think I can improve my skills as well as my ability in housekeeping by which I can provide quality services to my customers. Thus, the brand image of my hotel can be maintained to some extent. 
	I think the overall team effectiveness can be improved by promoting collaborative work culture and maintaining a strong friendly relationship with team members. At the same time, I think team effectiveness can be improved through clear communication among the team members and maintaining transparency as well. I have decided to cooperate with my other team members at the workplace and finish all the tasks on time. I think peer-to-peer support is very essential to increase the effectiveness of team working. I will influence all of my team members to follow all the instructions of my team leader to manage all the tasks appropriately and complete all the tasks on time. Therefore, I have decided to improve my professional skills in team working by participating in many group projects and respecting as well as valuing other team members' points of view in a significant way. Thus, team effectiveness can be improved in future. 
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Component Three: Presentation
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	Training Notes: Housekeeping is an essential job aspect in the hotel industry that helps to maintain customer satisfaction rates and brand value. The housekeeping department is also responsible for managing customers' health and safety by cleaning rooms, bathrooms, and other aspects. Along with that, the housekeeping department is also responsible to motivate all employees to provide quality services to their customers (Bridger, 2018). In this presentation, the importance and requirement of the housekeeping department are going to be described. 
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	Training Notes: Brand standards refer to brand consistency which is important to maintain all organisational properties appropriately. In the hotel sector brand standards include cleanliness, presentation, and valuing customers (Cottrell, 2019). Along with that, to maintain brand standards in the hotel sector the housekeeping department is responsible to communicate with customers appropriately to know their perceptions as well as thoughts. The check-in and check-out timing of every guest needs to be maintained appropriately by the housekeeping department of the hotel. Thus, a hotel can maintain its brand standards. The ethical measures regarding the health and safety of guests need to be followed by the housekeeping department of every hotel (Leiter and Bakker, 2010). 


	
[image: ]

	Training Notes: The housekeeping department is one of the most important departments in the hotel industry as it helps to maintain customers' health and safety. Housekeeping department is responsible for giving comfort to each and every customer in a significant way (Mullins and Dossor, 2013). At the same time, the housekeeping department is also responsible to communicate with customers clearly to understand their perspectives as well. Employees of this department need to participate in the training sessions to improve their skills and knowledge in a significant way. Daily waste removals are also an important aspect for the housekeeping department to maintain the cleanliness in the room services as well. 
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	Training Notes: Employees of the housekeeping department need to be assured that they are using the right products and equipment for their guests. Housekeepers need to ensure that the cleaning techniques are effective and that they help to maintain guests' health and safety policies appropriately (Aagaard, 2023). The room equipment needs to be maintained properly while removing dirt and dust. Using toxic chemicals needs to be avoided in the rooms or bathrooms while cleaning. In this way, housekeeping departments can maintain good quality work which is essential for maintaining customers' satisfaction rate in a significantly way.  
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	Training Notes: Employee engagement in an organisation is necessary to execute all business tasks smoothly. The Aon Hewitt Model is necessary for employee engagement and improves organisational understanding to provide quality services to a large number of customers at a time. The Aon Hewitt Model helps to improve employee engagement and build a strong relationship with the organisation and employees through clear communication and recognition (Raghubalan and Raghubalan, 2016). Employee engagement can be improved by giving them feedback and analysing their performance in the housekeeping department.
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	Training Notes: This is another important aspect that every housekeeping department needs to maintain for customers. After the pandemic situation, housekeeping facilities have changed drastically in the hotel sector (Etcuban, 2019). In that case, proper sanitising and cleaning of rooms, bathrooms and other stuff in the hotel rooms are necessary. In this way, customers can feel satisfied and can engage with this brand for the long term. In the post-pandemic situation, housekeepers need to wear a PPE kit, mask, and Gloves while cleaning and communicating with guests. 
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	Training Notes: Every housekeeper is responsible to maintain their time management while accomplishing their tasks. Time management ability is necessary to avoid any kind of complex situation and complete tasks within deadlines (Thébaud et al., 2021). Employees in the hotel sector can be efficient by following the time management sheet. In the housekeeping department, employees have to complete different types of tasks within a very short period of time. Hence, time management ability is necessary for every housekeeper. Therefore, every employee of this department needs to divide their tasks based on priority. 
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	Training Notes: The staff of the housekeeping department need to identify and divide all the waste products to maintain the cleanliness for their guests. Recyclable and non-recyclable hazards need to be identified and divided by the housekeepers (Paniyadi et al., 2019). In this way, they can provide sustainable services to their customers which is necessary to enhance brand value or image. However, this is a vital operation in the housekeeping department of the hotel sector. At the same time, the housekeeping departments need to avoid unpleasant odours from bathroom, rooms and from entire hotel corridor. The housekeepers need to clean the daily bedsheet, pillow covers and towel of their guests. The used paper needs to be cleaned on a daily basis which is necessary for waste disposal. In this way, the housekeeping department can maintain the environmental balance with a high customer satisfaction rate. 
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	Training Notes: The housekeeping department is necessary to handle guests' complaints as well. In that case, clear communication with guests is necessary. Guest complaints are required to avoid any kinds of issues in the future (Ferdinand and Kitchin, 2017).  This approach is also very effective to maintain customers' satisfaction rates and enhance the brand image as well. Moreover, by handling guests' complaints the housekeeper can develop some strategies and can implement these to provide quality services to every guest. Through clear communication, guests can share their issues and managers can take actions based on the issues which represent the brand standards of a hotel. 
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	Training Notes: It can be concluded that housekeeping department plays an important role not only to maintain customer satisfaction rates but also in increasing brand image. From the entire presentation, it has been found that presentation, time management and communication skills are necessary for housekeeping department employees. The staff of the concerned brand is responsible to maintain the customers' health and safety facilities. After the pandemic situation, the concern regarding health and safety has increased massively in the hotel sector. Therefore, housekeepers need to wear the mask, and PPE kit, and mask and must take the required precautions to deliver quality as well as health services. 
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Housekeeping procedures

Employees of this department need to
participate in the training sessions to improve
their skills and knowledge.

Housekeeping department is responsible for
giving comfort (Mullins and Dossor, 2013).

Daily waste removals are also an important
aspect for the housekeeping department.

The housekeeping department is also
responsible to communicate with customers
clearly to understand their perspectives.
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Cleaning chemicals, technique, and equipment

Housekeepers need to ensure that the cleaning
techniques are effective.

Cleaning techniques help to maintain guests'
health and safety policies appropriately (Aagaard, I
2023).

Using toxic chemicals needs to be avoided in the
rooms or bathrooms while cleaning.

Employees of the housekeeping department need
to be assured that they are using the right
products and equipment





image6.png
The Aon Hewitt Model

The Aon Hewitt Model is necessary for
employee engagement.

The Aon Hewitt Model helps to improve
employee engagement and build a strong
relationship through clear communication and
recognition (Raghubalan and Raghubalan,
2016).

Employee engagement can be improved by
giving them feedback.

This model is effective for analysing their
performance in the housekeeping department.
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Health and Safety

After the pandemic situation, housekeeping
facilities have changed drastically in the hotel

sector (Etcuban, 2019).

This is another important aspect that every

housekeeping department.

In the post-pandemic situation, housekeepers
need to wear a PPE kit, mask, and Gloves while

cleaning and communicating with guests.

In this way, customers can feel satisfied.
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Time management

Time management ability is necessary to avoid
any kind of complex situation and complete
tasks within deadlines (Thébaud et al., 2021).

Time management ability is necessary for
every housekeeper.

Every housekeeper is responsible to maintain
their time management while accomplishing
their tasks.

Time management ability is necessary to avoid
any kind of complex situation.
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Waste disposal

Recyclable and non-recyclable hazards need
to be identified and divided by the |
housekeepers (Paniyadi et al., 2019).

This is a vital operation in the housekeeping
department of the hotel sector.

The housekeepers need to clean the daily
bedsheet, pillow covers and towel of their
guests.

The used paper needs to be cleaned on a daily

basis which is necessary for waste disposal.
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Guest complaints

Guest complaints are required to avoid
any kinds of issues in the future
(Ferdinand and Kitchin, 2017).

By handling guests' complaints the
housekeeper  can develop  some
strategies.

The housekeeping department is
necessary to handle guests' complaints
as well.

In that case, clear communication with

guests is necessary.
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Conclusion

The staff of the concerned brand is responsible to
maintain the customers' health and safety facilities.
After the pandemic situation, the concern regarding
health and safety has increased massively in the hotel
sector.

Housekeepers need to wear the mask, and PPE Kkit,
and mask and must take the required precautions to
deliver quality as well as health services.
Housekeeping department plays an important role not
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Introduction

The housekeeping department is
responsible to maintain hygiene factors in
the hotels.

This department is one of the critical job

aspects in the hotel industry.

In the housekeeping department, the

workers need to have some specific skills.

These will be described in this

presentation.





