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Housekeepers have many roles and responsibilities and their roles within the hotel industry have been evolving over the last couple of years, from the more detailed and precision focussed tasks to managing people, material and resources required (Jones, T. 2008). It is obvious from job advertisements, there are extensive lists of ideal skills, including organisational skills, communication, knowledge of health and safety regulations (Whitbread, 2022).
The main skill that is required for housekeeping is the organisational aspect. Housekeepers must be aware of the materials and time they have available to get rooms suitable for the arrival of their guests (Curry, A. 2019). Items such as bed linens must be ready on time for the next guests. There is a good chance that nothing will be timed correctly without any organisational skills. In times that a hotel experiences higher numbers of guests, it is crucial that rooms are to the expected standard. 
In any team, communication essential, this needs to be paramount for housekeeping teams.  This effective skill is looked for most by hotel managers(Rahim, S.A et al, 2011). The ability to communicate clearly leads to less confusion and higher efficiency, especially in busy seasons. Communication allows people to know what they are to do as well as eliminating the chances of having rooms attended to as a duplicate. 
As well as this, required of housekeepers is their customer service skills, even is not directly in contact with guests, there is always the opportunity that the housekeeping team could come across guests within the hotel, they would have to attend to their needs. Some guests will rely on housekeepers as they may be the closest members of staff to them at any given time (Ismail, Z. 2018). Each member of the housekeeping team portrays an image of the hotel, it is important that this is maintained throughout the customers’ experience, maintaining loyal customers is what will keep the hotel running (Kandampully, 2000). 
Teamwork is another mentionable skill and being able to work amongst other colleagues effectively and efficiently. The more coherently a team can work with each other, the more effective the work will be, as well as maintaining a high team morale and therefore work ethic. Studies have shown that supporting one and other can influence job satisfaction (Kim, H. S, 2022). 
For such a fast-paced job, a skill that will benefit housekeepers is patience and the ability to remain calm in stressful situations. For housekeepers there is always a stress that rooms may not be ready on time and up to the standard,  it is  common for most people to become stressed with such pressures, if something doesn’t go to plan, a favourable skill to have been staying calm and correcting the error, having this ‘level-headed’ attitude will show above all and be in favour through the hiring process. 

All the above skills are very valuable to all housekeepers, they are important to have for housekeeping to ensure rooms are clean, tidy and up to the guests’ standards, this will all be to avoid any bad reviews against the hotel, while  maintaining a satisfactory level of health and safety due this being able to can affect both customers and staff, there have been incidents hotels (Safetyaide, 2019).  Upon evaluating what the most desirable skill, I think teamwork would be considered the most wanted skill. The ability to work well and get along with each colleague is often challenging to find in every applicant. Strong teamwork makes the job easier for all and the shifts more enjoyable, ultimately encouraging employees to maintain a strong work ethic. 
Having worked with the housekeeping department of a hotel, I understand first-hand how challenging it can be, strong teamwork has always kept my spirits high and encouraged me to keep going. Making sure that all rooms are cleaned to the expected standard and on time, but knowing you have a team to lend a helping hand, relieves pressure and makes the job feel more at ease. This has increased my confidence in a role such as this, which each person on the team will benefit from. 
I have taken influences from the readings which have made me realise further that as long as the workplace offers a less pressured environment, everything will be completed within the given time frame. 
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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?


	Complaint 


	Room is not ready and not clean.
	-Explain that the issue will be seen to immediately. 
-Offer discounts on food and beverage. 
-Move guests to another room or upgrade them. 
	Reiterate the training plan to all staff and make sure they understand it. 
	Ensure there is sufficient time to get all rooms to the correct standard before the arrival of guests clean. 

	The room is not up to the expected standard and hotel expectations.  
	There was no checklist available.  
	Implement new ideas for a checklist. 

	Make sure correct training is carried out and checklists are used properly.  
	Make sure there is suitable time for housekeeping staff to become familiar with the new procedures.  




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:
Good morning, my name is Mustafa and this is my presentation showing a training plan for housekeeping.
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	Training Notes:
We are going to look at these points during this presentation. Health and Safety, Cleaning, Beds and linen, Checklists, storage and the final check.
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	Training Notes:
Throughout the working day, it is important to us as a hotel that all our staff stay safe and well. We want to ensure that not only our staff feel safe and comfortable but are physically protected against any harsh chemicals that may be used during the cleaning process.
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	Training Notes:
In order to keep our staff safe, the hotel will provide the necessary protective equipment so that chemicals do not cause any further irritation. We also suggest to our staff, if they require any extra supplies to please ask or supply for themselves – if this makes staff feel safer and less likely to be harmed, that is favourable.
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	Training Notes:
As part of the housekeeping procedures, it is important to keep all areas of hotel rooms as sanitary and hygienic as possible. By using the corresponding cloths to the correct areas in order to keep the utmost cleaning procedures.
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	Training Notes:
To avoid any complaints from guests, around the topic of rooms not being cleaned properly, there will be a new procedure for staff to follow, this will be in the form of a cleaning checklist, this way every member of staff will know what to do and keep them on track to complete the rooms in a timely manner. This will also ensure that all rooms are up to expected and satisfactory level required by the hotel.
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	Training Notes:
There is a standard that needs to be met throughout the hotel, one way this can be presented is by the way the beds are made, all beds should be fitted with the correct size sheets and cause no disturbances, by dragging towards the floor. 
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	Training Notes:
As part of the hotels policy, every guest will have fresh and clean linens put on their beds upon their arrival. This fills guests with the confidence that their rooms have been properly cleaned and prepared to the standard that is expected. This will increase customer satisfaction and the guests’ overall experience.
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	Training Notes:
Something that won’t be appreciated by new guests is anything left behind by the ones previous to their stay. This is a clear representation that the room has not been checked and possibly not cleaned. It is important for housekeeping that if there is anything left behind, it is removed and an attempt is made to return it to the owners.
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	Training Notes:
Having unannounced inspections can be effective when making sure that all staff are cleaning rooms up to the expected standard, these may become a standard practice until all rooms are cleaned properly without interruption.
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	Training Notes:
As a team, we will be working on time management, this will allow everyone to work together and find out ways in which it would be best to efficiently and effectively manage limited time to clean rooms, so that they will be ready in plenty of time.  These team building exercises could consist of working together timed to clean and change a room.
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	Training Notes:
All staff should treat all equipment with the correct care to ensure that it lasts for as long as it should. Equipment should be stored correctly as to not be a hazard to anyone else. 
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Training Notes:

As a team, we will be working on time management, this will allow everyone to work together
and find out ways in which it would be best to efficiently and effectively manage limited time
to clean rooms, so that they will be ready in plenty of time. These team building exercises
could consist of working together fimed to clean and change a room.
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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 2
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.
S * Mustafa Gurhan Kaya
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A * BMIH4006
4 Housekeeplng « Tristan Hawkins
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) - © N
5], Good morning, my name is Mustafa and this s the training plan for housekeeping presentation.
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achieved and that Health and Safety procedures are also being followed. 1 ' \,
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Good morning, my name is Mustafa and this is my presentation showing a training plan oo0o - Storage
for housekeeping.
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