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Housekeeping has the largest workforce, handling many responsibilities in various areas of the hotel. (G ragubalan,2015,p11).It is the most important department because it maintains cleanliness, hygiene and perfect ambience in each corner of the hotel except the kitchen. The Housekeeping department can bring customers back again and again by paying attention to cleanliness and making them feel away from home. A professional trained housekeeping can indirectly increase revenues of a hotel. (H.rajak 2020). Because the housekeeping team has a vital role to play and therefore to do a professional job requires many skills. Housekeeping skills allows housekeeper to be effective at their job. (indeed editorial team 2022).

Housekeepers constantly engage with customer needs so therefore good customer service with a friendly attitude is essential. It’s a physically demanding job and finishing given tasks on time it is very important otherwise rooms won’t be ready on time. While i was working at Hilton I witnessed one of the housekeepers didn’t finish two rooms on time so therefore the room wasn’t ready for the next day. She was advised to improve time management skills. Without good communication skills housekeepers may not meet clients' needs and overlook important components as housekeepers are constantly communicating with clients, co-workers and supervisors. While i was doing my shifts in housekeeping the language barrier made it difficult for both of us. Speaking English, it's not essential in housekeeping but i think it is helpful. Hilton provides information in different languages in order to get the best out of their housekeeping
staff so that they meet hotel standards. Housekeepers normally get their tasks at the beginning of their shifts. Being organised is the key component of a good housekeeper. Consistency and attention to details are key skills housekeepers often need. These skills will help them to exceed hotel standards and keep guests happy. If hotel standards are not met and customers put a bad review due to cleanliness it will also put off other guests not to visit. My colleague I was working with was very serious about making sure I was doing a good job. Interpersonal skills are important for housekeeping. Depending on the size of the hotel you might be working alone or as a team and constantly in contact with other co-workers so therefore being friendly and accommodative are essential skills required.

Members of the housekeeping department have an advantage of more access to guest property and hotel assets than regular hotel employees. (J. Wiley &amp; Sons 2007) .Due to having access to specific properties you are required to be honest and loyal towards your workforce.
 
A real skill needed in housekeeping is being able to multitask. It will help them master their tasks on time. It is required to be patient and could remain calm in stressful situations, being calm will improve the working environment. Therefore, allowing housekeepers to work more efficiently.


The housekeeper should have the ability to read signs and be familiar with all cleaning
equipments because it will help prevent injuries at work. Maintaining good housekeeping can reduce hazards at workplace. It can prevent injuries and improve productivity. (Gillian 2020).

Pandemic had a real impact on housekeeping cleaning standards (Sharma, & Kaushik, T. (2021). Disinfected sprays, hand sanitizers stations and frequency of cleaning has increased then before.

 I have worked three days in various parts of housekeeping and i have gained experience and knowledge about the importance of this department. You must absorb information and do your work professionally to maintain hotel standards. You cannot get away with mistakes because it can harm hotel reputations. Hilton hotel where i worked take extra care and arrange regular training as well as give rewards to encourage housekeeping staff. I have done deep cleaning in two rooms, and it is all about going through every detail in the room. It is physically very demanding. Knowing the supervisor will come and recheck the rooms kept me motivated. Overall working in housekeeping was a positive experience. I believe good teamwork, positive attitudes, willingness to learn and listen are the key aspects for a good housekeeper. In my opinion I think housekeeping is the backbone of the hotel because a glamorous hotel without a good housekeeping team will not do well in the current social media infected competitive market. Therefore, I believe housekeeping deserves a lot more credit.





























	Word Count
	




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?


	

Half-eaten biscuits left on the bed
	Cleaners’ carelessness
Room checkers missed it
	Apologise to customers.
Offer different room.
Get a cleaner to clean.

	Retrain both cleaner and supervisor.

	Introduce random checks.
Feedback to encourage housekeeping team.


	Baby cot requested but not supplied.


	Mistakes from Receptionist
Mistakes from housekeepers’ team
	Apologise to customers.
Provide baby cot asap.
Ask customers if they need anything to make them happy.
Provide baby toys.
Attentive customer service.

	Investigate to find out the cause.
Retrain both receptionist and housekeeping.


	Create Excel program.
Training
Improve communications between both departments.

	
Hot water not running,

	Housekeeping didn’t check.
Supervisor missed it.
	Apologise to customers.
Arrange another room.
Upgrade room if possible.
Report it to maintenance team to get it fixed.

	Retrain both housekeeper and supervisor.
Investigate.
 
	More training
Better understanding
Random checks


	
Dirty floor

	Housekeeper didn’t clean properly.
Supervisor didn’t pick it
	Apologise to customers.
Offer something while room getting cleaned.
Arrange different room.


	Investigate.
Retrain both housekeeper and supervisor.
Make it right
	Random checks.
Frequent training
Feedback


	Toilet not clean


	Not cleaned by housekeeper and missed by supervisor
	Apologise
Arrange another room if necessary.
Offer if customer wants anything if they are waiting while room getting cleaned.
	Investigate
Retrain
Make it right
	Random checks.
Training.
Awareness of guests service
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	Training Notes: This presentation focusing on recent complaints and this programme will help to create awareness about importance of cleanliness.  With proper training and guidance, we can overcome and keep our guests happy and set our hotel standards even higher.
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	Training Notes: Trolley should be properly and fully equipped before you start your cleaning. Make sure to double check before and do not overload trolley. When pushing trolly look for potential hazards. Refill stocks for next day. Use appropriates clothes and sprays.   
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	Training Note Health and Safety is very important. It is your responsibility to make sure you follow health and safety guidance. Make sure to put signs when necessary and keep it hazard free. Do not leave anything on point of entry to exit. Ensure chemical and dangerous substances are handled properly. Avoid overfilling containers. If you see any damages, report it immediately.  In any incident get first aid and if necessary, seek medical attention.
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	Training Notes:   : Knock before you enter any rooms even if its empty. Leave a house keeping in duty sign outside and door should keep locked until finished. Clean floor properly and check under bed and clean. All the desks, wardrobes, TVs, light switch must be cleaned properly. Check all the lights are in working order and windows must be shut before leaving.
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	Training Notes:  Clean all the mirrors, check for bins. Make sure to dust everything. Check all the electrics are working if not report it to supervisor. 
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	Training Notes:  Bathroom is very important so therefore very detailed cleaning is must. Clean walls, shower area, commode and use disinfected spray to make it vectoria free. 
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	Training Notes:   Making sure flash, taps are clean is very important. Look carefully for shower curtain is not tear and clean. Extra time and attention should be given 
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	Training Notes:  All the dirty towels must ber replaced. Pay attention to toilet roll shampoo soap if they needs to be replaced. If not done properly action will be taken.
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	Training Notes:  : Wardrobes should be kept clean and dusted within the hotel standard.  Change or restock anything needed.  If any lost property found put in a bag with room numbers.  Anything illegal must report it supervisors. Check for correct number of hangers and slippers
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	Training Notes:  The training programme was designed due to off our guest complaint. It was a reminder for all not to happen again. We follow everything in the training programme to minimise customer complaints.
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CONCLUSION

o This training program should provide enough information to help you get started
e It should serve as a reminder of what the expectations at work are

o The program could also be used as a guide to help you understand the key ideas
and structure of how work is expected to be completed in the workforce.
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