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In the United Kingdom's hospitality industry, maintenance personnel play a crucial role in maintaining clean, comfortable, and welcoming facilities for visitors. Following is a discussion of several essential domestic skills, supported by relevant academic resources.

According to Baum (2007), the core of a housekeeper's responsibilities is the ability to efficiently manage and organise tasks. This level of organisation extends to maintaining an accurate inventory of cleaning supplies, creating and adhering to cleaning schedules, and communicating effectively with other team members. A housekeeper who excels at organisation can ensure that tasks are completed efficiently and to a high standard, which is essential for maintaining visitor satisfaction.

Due to the private nature of their position, housekeepers frequently interact with the personal belongings of visitors. This situation requires a high level of dependability and honesty from housekeepers (Jurowski & Gursoy, 2004). The guests must have faith that their accommodations will be meticulously cleansed and that their belongings will remain undisturbed. Employers in the United Kingdom place a high value on these characteristics when recruiting domestic personnel.

According to Lockyer (2007), the experience of a guest's stay can be significantly impacted by minute details. This involves not only ensuring that a room is immaculately spotless, but also being able to identify and replace any missing or broken items immediately. A meticulous housekeeper should have an acute eye for detail. This precision not only fulfils but also exceeds visitor expectations, contributing to positive reviews and repeat business. In addition to cleaning-related duties, attention to detail includes an awareness of the visitors' preferences and needs, from the arrangement of furniture and amenities to the prompt identification of maintenance requirements.

According to Tayauova (2012), the housekeeping profession is physically demanding, requiring extensive leaning, lifting, and extended periods of standing or strolling. This requires physical endurance and dexterity for a housekeeper to perform their duties effectively and avoid injury. Working in the hospitality industry, particularly as a housekeeper, requires physical stamina to efficiently complete daily tasks, such as cleansing restrooms, changing linens, and scouring large areas. In addition, dexterity facilitates the dexterous and effortless completion of tasks, whether they are delicate, such as wiping intricate decorative items, or strenuous, such as moving furniture during thorough cleaning processes.

According to Riley (2005), despite not being the most obvious requirement, possessing strong communication skills is a crucial aspect of maintenance positions. Housekeepers are frequently required to coordinate with other team members, report obstacles, and interact directly with visitors. Clear and effective communication can expedite operations and contribute to a more gratifying customer experience.

The United Kingdom's hospitality industry is characterised by its constant evolution, in which visitor needs and expectations can change rapidly. Therefore, housekeepers must be resilient and adaptable, able to respond effectively to changing conditions and unexpected obstacles (Baum, 2007). Their ability to acclimatise to change, maintain a positive attitude, and rapidly find solutions is crucial to providing high-quality service that keeps up with the industry's dynamic nature.

The hospitality industry, particularly in the United Kingdom, serves a wide variety of visitors from diverse cultural and socioeconomic backgrounds. This diversity necessitates that housekeepers demonstrate cultural sensitivity, comprehension, and reverence for visitors' diverse traditions, customs, and personal preferences (Reisinger & Turner, 2003). Such sensitivity may involve understanding the specific needs of each visitor, such as cleaning instructions, room arrangement preferences, and privacy-related customs. The demonstration of cultural sensitivity significantly contributes to the provision of a personalised, respectful, and comfortable stay for visitors of all cultural backgrounds.

Although housekeepers may not always interact directly with visitors, they play a crucial role in moulding the overall consumer experience. Possessing qualities such as civility, decorum, and a willingness to go above and beyond job requirements can leave guests with a favourable impression (Kusluvan, 2003). This could involve actions such as providing additional amenities upon request, responding quickly to visitor requirements, or even greeting guests with a pleasant greeting. Understanding the fundamentals of customer service and being able to implement them in daily tasks can substantially improve interactions with guests and lead to higher satisfaction ratings. Even though housekeepers work behind the scenes, their contribution to the overall visitor experience is priceless.

In conclusion, housekeeping positions require a combination of diverse abilities, spanning from tangible abilities such as administrative proficiency and physical stamina to gentler abilities such as effective communication and honesty. In the United Kingdom's highly competitive hospitality industry, housekeepers with this diverse skill set are essential to improving client satisfaction. In doing so, they considerably contribute to the overall success and reputation of their respective businesses.of its members to maintain a high level of service and guarantee complete customer satisfaction.
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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?


	The guest room was not thoroughly cleansed.
	The housekeeping schedule was either disregarded or hurried.
	Apologise to the guest and ensure that the room is immediately re-cleaned.
	Review and reinforce with the team the cleaning schedules and standards.
	Establish a distinct communication channel for problem reporting and solution discussion.

	Essential items like hygiene were lacking.
	The allotted domestic lacked the necessary training and experience.
	Assign an experienced domestic to meticulously clean the room.
	Provide regular training and refreshers on sanitation and customer service to the janitorial staff.
	Encourage feedback and idea sharing to enhance processes continuously.

	The chamber had a persistent foul odour.
	The cleansing supplies or equipment were inadequate or ineffective.
	Replace all used linens and quickly replenish any missing items.
	Implement an improved communication and task management system.
	Consistently recognise and reward team members' hard work to enhance morale.

	The bed linens had not been changed and appeared dirty.
	There was a misunderstanding or miscommunication regarding the guest's explicit requests.
	Offer a free service or enhancement to make amends for the inconvenience caused.
	Conduct routine inspections and quality reviews to maintain cleansing standards.
	Facilitate cooperation and collaboration in order to distribute workload and increase productivity.

	The specified amenities were not available.
	The janitorial staff was understaffed or overburdened, causing details to be overlooked.
	Review the incident with the janitorial staff to determine the oversight and to gain insight from the error.
	Consider recruiting additional personnel or allocating tasks more effectively to prevent overwork and neglected duties.
	Review and revise training modules frequently based on feedback from customers and industry standards.




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:
Thank you for attending this crucial training session with me today. As you may be aware, we have recently received feedback from our visitors that requires our immediate attention and action.
We will focus on enhancing our skill set, learning better sanitation practises, and comprehending how to ensure consistent adherence to our brand standards and Health and Safety guidelines.
I expect that by the conclusion of this session, we will all have gained valuable insights and applicable strategies for our daily duties. This will not only help us enhance the guest experience, but it will also cultivate a better, more productive working environment for all of us.
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	Training Notes:
· Highlight the broad range of tasks that fall under the housekeeping department.
· Discuss how these tasks contribute to the guest's experience and the hotel's reputation.
· Reinforce the importance of adhering to brand standards and Health and Safety regulations.
· Encourage pride in their work and the importance of representing the hotel and brand positively.
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	Training Notes:
· Discuss each method in detail, providing examples whenever possible.
· Encourage team members to share their thoughts and experiences regarding the maintenance of brand standards.
· Reinforce the significance of exceeding brand standards to create a memorable experience for guests.
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	Training Notes:
· Discuss each technique in detail, providing specific examples from the team's daily tasks.
· Emphasize the importance of following these techniques consistently.
· Encourage team members to share any concerns or suggestions related to health and safety in their work areas.
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	Training Notes:
· When practicable, provide real-world examples to illustrate each technique.
· Encourage team members to share their insights and suggestions for enhancing collaboration and communication.
· Reinforce the relationship between effective communication and collaboration, job satisfaction, and service quality.
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	Training Notes:
· Highlight the significance of transparent and open communication.
· Remind team members that each member has an important role and that their contributions are valued.
· Teach effective communication techniques and plain expression
· Explain why respectful conflict resolution is essential.
· Discuss methods for handling disagreements constructively, emphasising the need to focus on the issue rather than the individual.
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	Training Notes:
· Whenever feasible, describe each technique in detail and provide practical examples.
· Encourage team members to discuss their time management strategies.
· Reinforce the connection between effective time management and enhanced visitor satisfaction.
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	Training Notes:
· Discuss in depth the significance of regular training and skill improvement.
· Inform the team of any forthcoming training opportunities or resources available to them.
· Encourage team members to share their abilities and expertise.responsibilities.
· Discuss how the skills acquired through these training sessions can be utilised to improve service delivery, increase efficiency, and increase visitor satisfaction.
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	Training Notes:
· Discuss the significance of feedback in terms of enhancing our services.
· Explain the post-cleaning inspection procedure and how it will be utilised to provide constructive comments.
· Encourage open conversation and reflection on opportunities for development within the team.
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	Training Notes:
· Summarise the presentation's important points and the next steps that need to be taken. Reiterate the importance of each area you've talked about and what it adds to the overall customer experience.
· Encourage your team members to use the ideas and plans you've talked about in their daily work. 
· Thank the team for their hard work and commitment. 






References

Baum, T. (2007). Human resources in tourism: Still waiting for change. Tourism Management, 28(6), 1383-1399.
Jurowski, C., & Gursoy, D. (2004). Distance effects on residents' attitudes toward tourism. Annals of Tourism Research, 31(2), 296-312.
Kusluvan, S. (2003). Managing employee attitudes and behaviors in the tourism and hospitality industry. Nova Science Publishers.
Lockyer, T. (2007). The international hotel industry: Sustainable management. New York: The Haworth Hospitality Press.
Reisinger, Y., & Turner, L. (2003). Cross-cultural behaviour in tourism: Concepts and analysis. Butterworth-Heinemann.
Riley, M. (2005). Food and beverage management. In Search of Experiences. Butterworth-Heinemann.
Riley, M. (2005). Human resource management in the hospitality and tourism industry. Oxford: Elsevier Butterworth-Heinemann.
Ross, G. F. (1995). Workplace stress in hospitality and tourism. Australian Journal of Hospitality Management, 2(1), 1-12.
Tayauova, G. (2012). Advantages and disadvantages of hospitality industry. Tourism and Hospitality Industry, 37, 39-47.
image4.png
Upholding Brand Standards

e Checklists: Create a checklist for each room that aligns with our brand standards. This
will help ensure that all cleaning tasks are completed thoroughly and consistently.

e Regular Training: Regular training sessions can help us stay updated on our brand's
standards and best practices in housekeeping.

e Quality Control: Implement a quality control process where rooms are inspected for
cleanliness and presentation before being released for guest check-in.

e Communication: Effective communication within our team and with other departments
can help ensure that our brand standards are being met consistently.

e Continuous Improvement: Take guest feedback seriously and use it as an opportunity to
improve and meet our brand standards more effectively.
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Techniques for Ensuring Health and Safety

e Use of Personal Protective Equipment (PPE): Always use the recommended PPE when
performing cleaning tasks. This can include gloves, aprons, and protective eyewear.

e Safe Use and Storage of Cleaning Chemicals: Ensure all cleaning chemicals are used as
directed and stored securely when not in use.

e Manual Handling Training: Regular training on the correct lifting and carrying techniques
can help prevent physical injuries.

® Reporting Hazards: Have a clear procedure for reporting any potential safety hazards or
incidents promptly.

e Regular Safety Audits: Implement a system of regular safety audits to ensure all areas of
the hotel comply with health and safety standards.
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Techniques for Effective Communication &
Teamwork

e Regular Team Meetings: Holding regular team meetings can help keep everyone on the
same page, share important updates, and discuss any challenges.

e Use of Communication Tools: Utilize hotel-provided communication tools effectively.
These could be walkie-talkies, messaging apps, or management software.

e Clear Reporting Lines: Ensure everyone knows whom to report to or consult with in case
of any issues or uncertainties.

e Positive Feedback: Encourage a culture of positive feedback, where good work is
recognised and appreciated.

e Conflict Resolution: Develop a healthy approach to conflict resolution, where issues are
discussed openly and resolved in a fair manner.
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Communication & Teamwork

Stressing the importance of effective communication and teamwork: Clear,
open, and respectful communication within our team and with other
departments is key to preventing misunderstandings, ensuring efficient
operations, and delivering excellent service.

o Offering tips and strategies for effective communication: This includes
actively listening to others, expressing oneself clearly, and respectfully
handling disagreements or conflicts.
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Time Management & Efficiency

e Task Prioritisation: Prioritise tasks based on their urgency and importance. This will
help us focus on what needs to be done first.

e Use of Technology: Make the most of technology to help manage tasks. This could
include digital checklists, scheduling apps, or automated reminders.

e Streamline Processes: Identify opportunities to streamline our cleaning processes
without compromising on quality. This might involve using multi-purpose cleaning
products or rearranging our cleaning order to save time.

e Breaks and Rest: Ensure to take regular, scheduled breaks to avoid fatigue and
maintain productivity.

e Continuous Learning: Embrace continuous learning to pick up new tips and
techniques for efficient cleaning and time management.
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Development of Skills and Training

e Importance of Training: Regular training helps us stay up-to-date with the
latest cleaning techniques, equipment, and industry standards.

o Skill Development Opportunities: We should make the most of opportunities
for skill development, whether it's on-the-job training, workshops, or online
courses

e Embrace Feedback: Constructive feedback is a powerful tool for learning and
improving. Let's embrace feedback as a chance to grow and enhance our skills.

e Share Knowledge: Sharing knowledge and skills with colleagues can help us
learn from each other and build a stronger team.

e Continuous Improvement: Our goal should be continuous improvement. Even
small improvements can make a big difference over time.
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Promoting Feedback and Continuous
Improvement

e Openness to Feedback: Encourage everyone on the team to be open to feedback,
both positive and negative. Remember, it's a tool for improvement, not criticism.

e Regular Inspections: Implement a system of regular post-cleaning inspections to
ensure our standards are met and to provide constructive feedback.

o Feedback Mechanisms: Make use of guest feedback mechanisms like surveys or
comment cards to gain insight into areas we can improve.

o Review & Reflect: Regularly review our performance and reflect on what we can do
better.

o Implement Changes: Act on the feedback and make necessary changes to our
processes or behaviour.
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Conclusion

o Our role as housekeepers is crucial in delivering exceptional guest experiences.

e Effective communication, teamwork, and time management are key skills that
contribute to our success.

e Continuous training and skill development are essential for staying up-to-date
with industry best practices.

e Feedback is a valuable tool for improvement and should be embraced with an
open mind.

o By working together and upholding our brand standards, we can create
memorable experiences for our guests.
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Introduction

Objectives:

To address recent guest complaints and identify areas of improvement in our
housekeeping services.

To reinforce the importance of the housekeeping team's role in guest
satisfaction and maintaining brand standards.

To understand and implement our brand's standards for cleanliness and
presentation.

To ensure adherence to Health and Safety procedures during cleaning and
room servicing tasks.

To enhance team communication and collaboration to prevent service
mishaps and improve service delivery.
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Understanding Our Role

e Housekeeping is the heart of the hospitality industry. It is our responsibility to
ensure that our guests' rooms are not just clean, but also comfortable and safe.

e Our tasks are not limited to cleaning and maintaining rooms, we also contribute
significantly to upholding our hotel's reputation by ensuring adherence to
brand standards and Health and Safety guidelines.

e It'svital that we take our roles seriously and strive to deliver our best in all
tasks we undertake.




