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Housekeeping skills are essential abilities that enable a housekeeper to be successful in their role (Bridger, 2018). These talents encompass a broad range of competencies, from customer service and communication skills to the ability to pay attention to detail and foster an organised environment. Depending on the particular job description, the exact skill set required can vary, but in general, a successful housekeeper should possess excellent organisational and communication capabilities, along with the ability to work collaboratively in a team setting. Furthermore, a housekeeper should be comfortable interacting with guests, be adept at cleaning and maintaining spaces, and have knowledge of safety and security protocols (Cottrell, 2019). Additionally, depending on the position and work environment, housekeepers may need to have an understanding of inventory management, building maintenance, and/or regulatory compliance standards, among other specific qualifications.
Being a housekeeper is about much more than just keeping a home clean and tidy. It requires a person to be highly organised, detail-oriented, and have excellent communication and interpersonal skills. Self-discipline is key to success as a housekeeper; it ensures that tasks get done in a timely manner and that the workload remains manageable (Leiter and Bakker, 2010). Thoroughness is required to ensure that high standards are upheld and that every area of a residence is effectively cleaned and maintained. Trustworthiness is a must since housekeepers are often entrusted with confidential information and access to private areas within a home. Careful listening is needed to ensure that directions are properly understood and that requests from homeowners are acted upon in an efficient manner. Furthermore, housekeepers must be flexible in order to respond to changing demands in the workplace. They should have the ability to problem solve quickly, think on their feet and prioritise tasks for maximum efficiency. Housekeepers must also be knowledgeable about common cleaning techniques and products to ensure that they are using the right solutions for different surfaces and fabrics (Mullins and Dossor, 2013). Finally, housekeepers must possess strong customer service skills in order to create a pleasant and comfortable environment in the home of their clients.
Working within a housekeeping team requires a variety of skills that can help ensure efficiency, quality, and customer satisfaction. 
Time management is one of the most important skills needed in this role, as housekeepers often have tight schedules to adhere to, and must be able to juggle multiple tasks at once (Raghubalan and Raghubalan, 2016). Attention to detail is also essential, as housekeepers must ensure that all cleaning tasks are done thoroughly and effectively. 
Communication skills are important to ensure that housekeepers can work collaboratively with their colleagues, while also demonstrating an understanding of customer needs and expectations (Quick, 2020). Interpersonal skills are necessary in order to build rapport with customers and other employees, and to be able to respond to any customer concerns quickly and professionally. 
Flexibility is also key, as housekeepers may be required to work additional hours during peak periods or take on additional duties as needed (Casado, 2012). 
Excellent customer service skills are essential to creating positive customer experiences and building customer loyalty. With these diverse skill sets, housekeepers can work together to provide a high-quality service that meets the needs of customers (Fallon and Rutherford, 2010).
Housekeeping Hard Skills refer to the technical knowledge and abilities required to perform housekeeping and janitorial duties in a variety of settings such as hotels, hospitals, and other types of businesses (Ferdinand and Kitchin, 2017). They include expertise in tasks such as dusting and vacuuming, washing walls, windows, and floors, cleaning bathrooms, kitchens, and dining rooms, stocking supplies, and disposing of garbage and recyclables. Additionally, they involve the ability to use a variety of equipment and tools such as vacuum cleaners, mops, and floor buffers safely and effectively. Housekeeping Hard Skills also require a good knowledge of health and safety regulations and protocols concerning the use and storage of hazardous chemicals, proper maintenance of sanitation levels, and pest control. Additionally, in some cases, the use of computers and other technology may be part of the job. Good customer service skills are also essential to ensure the satisfaction of guests and clients alike.
Interpersonal skills, also known as people skills or soft skills, encompass the abilities individuals use to interact with others effectively (Beenen et al., 2021). These skills are essential in interpersonal communication, as they allow people to interact with each other in a way that is positive and mutually beneficial. Interpersonal skills involve the ability to listen actively and to communicate effectively, both verbally and nonverbally. They also include the capacity to cooperate with others, build relationships, resolve conflicts, negotiate, provide feedback, and manage emotions. People who possess strong interpersonal skills are often better able to manage their emotions and recognize the emotions of others, which allows them to form successful relationships. These individuals are typically better equipped to work effectively in teams, build trust among colleagues and customers, and foster an inclusive environment. Ultimately, having strong interpersonal skills is an invaluable asset in any professional setting.
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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?


	Improper cleaning  


	Improper cleaning of hotel rooms has left guest feeling unpleasant and has forced them to lodge a complaint. Often the process of improper cleaning can be a result of several underlying issues like haste, and a lack of concentration. 
	The first step of the action plan is to focus on analysing the issue. Given that the complaint sent in by the guest is a serious offence I will inspect the room myself to confirm the accuracy of the complaint. Following this, I will meet the employees and staff members who were in charge of cleaning. After a complaint has been noticed for each staff will be given a penalty and will be reassessed again. Further to prevent haste cleaning of each room and to ensure proper cleaning takes place, each staff member will be trained to allot at least half an hour per room. This will help the employees thoroughly clean all rooms. Along with this, the employees will be encouraged to double-check all rooms before check-in times. double checking the room will help them ensure that the room is cleaned properly. 
	To prevent future complaints from clients regarding uncleaned rooms, it is essential to take primary steps that focus on maintaining high standards of hygiene and integrity. those steps include introducing proper training programs that discuss proper cleaning measures. following this, time schedules will be set up to prevent hast cleaning of any rooms. 
	The presence of  improper cleaning of rooms can be a crucial issue that impacts the decision-making processes of clients and their choice towards the hotel. Making changes to the training provided for cleaning and housekeeping will help improve the team's efficiency.   Further, by placing the employees on a time schedule that allocates a specific time for each room the employees improve their performances. 

	


	
	
	
	

	


	
	
	
	



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 job post of a housekeeper maintains the main responsibility of portraying the quality services and processes of their company in front of their customers. In terms of improving the basic training process of housekeeping training to staff, creating awareness among them about the operating process of housekeeping is first required. Alongside, making them understand about hygiene maintenance and further operating essentiality management process is also required. 
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	Training Notes: The main key operating responsibility of a housekeeper is that they are required to recognise what is the current requirement of guests, while they are staying in companies. In that area, self-discipline, and managing work by maintaining an organised process of work are contemplated as the major expertise that housekeepers should know. 
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	Training Notes:  The overall training process has been organised to create awareness among housekeepers of what will be their operating approach to managing their working procedures. Alongside, their requirements to not only maintain cleanliness but also focus on the proper quality management functions of that firm. In the process, improving the detailed working process and focus of staff on their professional services are also going to be measured. Accordingly, the procedures of influencing guests with the recent operating goals are also considered as the major process to make the team members understand.
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	Training Notes: Through analysing the disappointment issues of customers, the housekeeping staff should have created a clear understanding of their guests' management. Understanding the applicability of the health and safety functions management and continuing the hygiene factors maintenance in the current operating area is also required to be known. Depending on which guests of a company can be satisfied with the services. 
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	Training Notes: Throughout the training process, detailed articulation about the customers' satisfaction factors and understanding of the ways of maintaining professional works of housekeepers have also been analysed. Depending on the process and above mentioned suggestions, co-workers of the housekeeping team may be able to properly manage their housekeeping services as per demand.
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	Training Notes: Clear communication is essential in setting expectations for both guests and team members. The housekeeping team needs to communicate with the guests to understand their needs and preferences, while also setting clear expectations about the cleaning schedule, the timing of housekeeping services, and any other relevant details. This helps to prevent misunderstandings and ensures that guests feel comfortable and confident in the services provided. Consistent communication also provides opportunities for recognition and feedback. When team members receive recognition and positive feedback, it can motivate them to continue to perform at a high level, leading to improved guest satisfaction. This recognition can be provided in team meetings or individual conversations, and should be communicated clearly and consistently to ensure that team members feel valued and appreciated.
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	Training Notes: Effective time management is essential for a housekeeping team in hospitality to achieve guest satisfaction. The housekeeping team should prioritize tasks based on their urgency and importance. They should start with the most critical tasks such as cleaning and sanitizing guest rooms, bathrooms, and common areas. This will ensure that guests have a clean and comfortable environment to stay in. They should plan their workday by creating a schedule that includes all the tasks they need to complete. This will help them stay on track and ensure that all tasks are completed within the allotted time. Technology can help the housekeeping team save time and improve efficiency. They can use software to track tasks, schedule housekeepers, and monitor progress. They can also use mobile devices to communicate with each other and update the status of tasks
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	Training Notes: A Guest-Centric Focus is a strategy that prioritizes the needs and preferences of guests in all aspects of a hospitality operation. By getting to know guests and their preferences, a housekeeping team can provide a more personalized experience. For example, if a guest prefers extra pillows or a specific type of bedding, the team can ensure that these requests are met. A Guest-Centric Focus also involves effective communication with guests. By listening to their feedback and concerns, the housekeeping team can address any issues promptly and professionally, ensuring that guests feel valued and appreciated.
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	Training Notes: A well-designed housekeeping manual will outline the expectations and standards that guests can expect when staying at the hotel. This manual should include details on cleaning procedures, inspection processes, and other important details that will ensure consistency across the housekeeping team. Housekeeping team members should receive regular training to ensure they understand and can meet the consistent standards outlined in the manual. The training should cover topics such as cleaning procedures, how to handle guest complaints, and how to communicate effectively with other team members.
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	Training Notes: The housekeeping team should receive proper training on cleaning techniques, including the proper use of cleaning equipment and chemicals. This training should be ongoing and updated regularly to ensure that the team is knowledgeable about the latest cleaning techniques and equipment. Regular quality control checks should be conducted to ensure that the housekeeping team is following the established SOPs and that the cleaning standards are being met. This can be done through inspections by supervisors or through guest feedback surveys.
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Analyse the skills required for customers services (cont)
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Consistent standards
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Conclusion
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