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The key skills that are required of a person working in the housekeeping team is represented by
•	Attention to detail, because she must pay attention to detail to deliver effective work. So, from organizing cleaning supplies to leaving floors and windows clean without streaks, these cleaning professionals need close attention to detail to successfully complete their tasks. The more attentive a housekeeper is to her duties, the better she will be at work (Axelrod, 2021).
•	communication skills, To make sure that duties are well understood, employees working in this industry must often interact with clients, visitors, co-workers, and their managers. A housekeeper cannot serve clients' demands without effective communication abilities.
•	Time management, The ability to manage time is a talent that housekeepers require since they finish duties on time. Housekeepers frequently work alone or in small groups, having to accomplish several cleaning activities each day. They must also arrive on schedule and within the client's specified window of time (Kourmentza, 2013).
•	Flexibility, This is a benefit of the job since housekeepers are needed to work various days and hours in accordance with the needs of the customer. Some housekeepers even put in late nights or early morning shifts. A house cleaner who is adaptable may be available for more jobs and make more money.
•	Housekeeping skills, housekeepers need to develop as many skills as possible in order to be successful in their tasks. A housekeeper must have good skills in cleaning carpets, sweeping places, washing floors, dusting, vacuuming, cleaning bathrooms and bedrooms, polishing surfaces (Guide to Housekeeping Skills-2020).
	In addition to the aforementioned, a housekeeper has to be physically flexible since they may need to move furniture or do cleaning duties that require a lot of bending and stretching. It is the responsibility of housekeepers to wash the client's clothing and linens. In light of this, you must be familiar with the fundamentals of laundry maintenance before applying for a position of this nature.
	To keep rooms neat, a housekeeper has to know how to organise objects properly. This necessitates a range of abilities. The organisation of a kitchen should be comparable to that of a wet bar or a kid's room. Even items that are out of sight, like clothing in a closet or a drawer, need to be organised in a way that is practical and simple.
	For housekeeping, a variety of equipment can be employed. Laundry supplies, hoover cleaners, mops, and other tools that might aid housekeepers in properly completing their chores are common equipment. You may do your task more swiftly and efficiently by becoming familiar with housekeeping tools and honing your hard skills (Hotel Housekeeping Duties: A Day in the Life-2020). 
	Accidents may happen when cleaning a home and a housekeeper must be honest about them. When an accident happens while you are cleaning the house, you must be truthful. Any client or employer does not want to deal with someone who exaggerates the presence of faulty items.
	Cleaning must be done, and any safety risks must be reported to the homeowner or management in control. They have to perform things like sweep, hoover, empty trashcans, dust bookshelves, wash windows, and mop floors. Some housekeepers perform laundry, light ironing, dishwashing, and linen changes. (Guide to Housekeeping Skills-2020)
	A good housekeeper should be accountable, diligent, dependable, detail-oriented, adaptable, honest, and trustworthy. They have to spend a lot of time standing, squatting, bending, and kneeling. Strong communication abilities and adherence to established regulations and procedures are further traits that define a successful housekeeper.
	Housekeepers interact with residents, visitors, and other housekeeping and maintenance personnel. They frequently answer to a housekeeping manager or supervisor (VelvetJobs, 2023).
	A schedule with the hours and places of each appointment will help you avoid forgetting or mixing up cleaning appointments because organisation and timeliness are crucial aspects of being a good housekeeper. In addition, you may utilise this planner to include any pertinent special notes areas. For instance, you may write next to a client's appointment that they would want their windows to be washed last.
	Housekeepers frequently require consistency and attention to detail in order to do their tasks well. While cleaning a house, if you dusted the windowsills last time, remember to do so going ahead. This makes sure that the customer is aware of what to anticipate and that they can count on you to complete their housecleaning tasks on each visit.
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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?


	A visitor claims that their room was not thoroughly cleaned when they arrived.



	The reason for the room not being properly cleaned could be due to a breakdown in the cleaning process. 
	As the team leader, I would act right away to fix the problem and stop it from happening again. I would look into the problem's underlying causes and take appropriate steps to resolve it. 
	I would put in place a thorough cleaning checklist to make sure that the space is thoroughly cleaned in order to avoid this from happening again.
In order to make sure that the cleaning procedure is being performed appropriately, regular inspections would also be carried out.
	I would start holding frequent team meetings to address any problems or difficulties the team is having and come up with solutions as a team. This will increase team effectiveness. Also, I would be extremely front with the staff about my expectations and give frequent performance evaluation. 

	
	This could be due to a lack of training or supervision, understaffing, or inadequate cleaning supplies.
	This can entail giving the cleaning crew more training, making sure there are enough staff members, and making sure there are enough cleaning materials.
	In order to guarantee that the cleaning team is knowledgeable about the cleaning requirements and has the equipment and materials required to satisfy those standards, I would also provide them further training.
	To make sure that the staff has the skills and knowledge necessary to carry out their jobs to the greatest quality, it would also be crucial to provide extra training and development opportunities. It would also be more beneficial to stimulate the group and show appreciation for a job well done.






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.

	Housekeeping Standards and Procedures Training

· I would want to share some crucial information with you as the floor housekeeping manager to help us uphold brand standards, follow health and safety guidelines, and ultimately increase guest happiness. 
· You will comprehend the significance of upholding brand standards, health and safety protocols, and how to increase client happiness through top-notch cleaning service at the conclusion of this presentation. 
· The learning objectives include identifying important areas to concentrate on, comprehending the value of standard operating procedures, and putting suitable processes into practise for all cleaning activities.


	Training Notes:
	I would want to share some crucial information with you as the floor housekeeping manager to help us uphold brand standards, follow health and safety guidelines, and ultimately increase guest happiness. You will comprehend the significance of upholding brand standards, health and safety protocols, and how to increase client happiness through top-notch cleaning service at the conclusion of this presentation. The learning objectives include identifying important areas to concentrate on, comprehending the value of standard operating procedures, and putting suitable processes into practise for all cleaning activities. The evaluation will be based on ongoing management audits, visitor feedback, and an examination of social media platforms.

	Communications

· In order to function as a cohesive team and provide visitors with outstanding service, cleaning employees must have effective communication skills.
· To establish trust and rapport with visitors as well as with one another, staff members should speak clearly and politely.
· The staff's understanding of the value of communication and effective communication techniques is the learning objective of this presentation



	Training Notes:
In order to function as a cohesive team and provide visitors with outstanding service, cleaning employees must have effective communication skills. Early problem detection through communication can help avoid problems from getting worse. To establish trust and rapport with visitors as well as with one another, staff members should speak clearly and politely. The staff's understanding of the value of communication and effective communication techniques is the learning objective of this presentation.

	Maintaining Brand Standards

· We  need to uphold high brand standards as members of the cleaning crew.
· Understanding the value of brand standards in housekeeping and identifying important areas to concentrate on are the learning outcomes.
· The evaluation will be based on ongoing management audits, visitor feedback, and an examination of social media platforms.



	Training Notes:
In order to guarantee visitor happiness, it is imperative that we uphold high brand standards as members of the cleaning crew. We can give our visitors a spotless, cosy, and secure atmosphere by upholding our brand standards. Understanding the value of brand standards in housekeeping and identifying important areas to concentrate on are the learning outcomes. The evaluation will be based on ongoing management audits, visitor feedback, and an examination of social media platforms.

	Room Cleaning Procedures

· As a cleaning staff, we have to make sure that we adhere to standard operating protocols since consistency is essential to upholding brand standards.
· Understanding the significance of consistency in cleaning practises, identifying cleaning SOPs, and putting SOPs into practise for all cleaning activities are the learning outcomes.
· The evaluation will be based on ongoing management audits, visitor feedback, and an examination of social media platforms.


	· Training Notes: 
As a cleaning staff, we have to make sure that we adhere to standard operating protocols since consistency is essential to upholding brand standards. We can achieve consistency, which is essential for upholding brand standards, by putting the right procedures in place for all cleaning operations. Understanding the significance of consistency in cleaning practises, identifying cleaning SOPs, and putting SOPs into practise for all cleaning activities are the learning outcomes. The evaluation will be based on ongoing management audits, visitor feedback, and an examination of social media platforms.

	Cleaning

· Cleaning of Public Areas - Providing a satisfying guest experience depends on the cleanliness of the public places.
· To maintain cleaning standards, it is crucial to pay attention to high-traffic areas and make sure they are cleaned often. 
· Cleaning the back of the house, Back-of-house cleaning is crucial to upholding health and safety regulations.
· The appropriate cleaning procedures for back-of-house spaces, such as staff toilets, break rooms, and storage facilities, will be covered.



	· Training Notes: 
	Cleaning of Public Areas - Providing a satisfying guest experience depends on the cleanliness of the public places. We'll go through the right ways to clean public spaces including lobbies, elevators, and corridors. To maintain cleaning standards, it's crucial to pay attention to high-traffic areas and make sure they get cleaned often.
	Cleaning the back of the house Back-of-house cleaning is crucial to upholding health and safety regulations. The appropriate cleaning procedures for back-of-house spaces, such as staff toilets, break rooms, and storage facilities, will be covered. To avoid accidents and promote productivity, it is critical to keep these places clean and tidy.
	



	Brand Standards

· Recognize and follow brand guidelines Notes: As the representative of Hotel Trinity, we must make sure that we continually uphold the promise of quality made by the company.
· Via routine audits and visitor comments, we will be evaluated on how well we comply to these criteria.
· The guest rooms and common areas must adhere to Trinity Hotel's brand standards for cleanliness, neatness, and attention to detail.



	Training Notes:
	Recognize and follow brand guidelines Notes: As the representative of Hotel Trinity, we must make sure that we continually uphold the promise of quality made by the company. This involves maintaining the cleanliness and upkeep of the rooms and common areas, offering superior customer service, and adhering to the brand's standards for conduct, grooming, and attire. Via routine audits and visitor comments, we will be evaluated on how well we comply to these criteria.
	The guest rooms and common areas must adhere to Trinity Hotel's brand standards for cleanliness, neatness, and attention to detail.


	Health and Safety Procedures

· Recognize and use Health and Safety practises Notes: At Hotel Trinity, health and safety come first.
· To protect both ourselves and our visitors, it is crucial that we adhere to all applicable Health and Safety policies and rules.
· Every workers must be trained in correct procedures and equipment use, and the housekeeping team must emphasise health and safety measures.
· Understanding the significance of health and safety procedures, identifying critical areas for health and safety procedures, and putting good procedures and equipment usage into practise are the learning objectives.



	Training Notes: 
Recognize and use Health and Safety practises Notes: At Hotel Trinity, health and safety come first. To protect both ourselves and our visitors, it is crucial that we adhere to all applicable Health and Safety policies and rules. This covers the correct management of garbage and linen, the use of cleaning agents, and the reporting of dangers or occurrences. Via routine Health and Safety audits and training, we shall be judged on our adherence to these standards.
	Every workers must be trained in correct procedures and equipment use, and the housekeeping team must emphasise health and safety measures. Understanding the significance of health and safety procedures, identifying critical areas for health and safety procedures, and putting good procedures and equipment usage into practise are the learning objectives. The evaluation will be based on frequent management audits, an examination of events and accidents, and comments from visitors.


	Employee Engagement Model

· Clear communication: Clear communication between management and employees is crucial to keep everyone informed about the goals, expectations, and changes within the organization.
· Employee Development: Providing employees with opportunities for professional and personal growth is essential for employee engagement.
· Work-Life Balance: Providing a healthy work-life balance is crucial for employee engagement.


	Training Notes: 
Clear communication: Clear communication between management and employees is crucial to keep everyone informed about the goals, expectations, and changes within the organization. It helps to build trust, clarity, and understanding of the organization's vision, mission, and values.
Employee Development: Providing employees with opportunities for professional and personal growth is essential for employee engagement. This can be done by offering training, mentoring, coaching, or career advancement opportunities.
Recognition and Reward: Acknowledging and rewarding employees for their hard work and achievements can boost their motivation and engagement. This can be done through regular feedback, performance appraisals, or incentives such as bonuses, promotions, or public recognition.
Work-Life Balance: Providing a healthy work-life balance is crucial for employee engagement. This includes flexible work arrangements, paid time off, and health and wellness programs.
Employee Involvement: Encouraging employee involvement in decision-making processes, team building activities, and social events can help build a sense of belonging and engagement.


	Conclusions

· Brand Standards: Emphasize the importance of brand standards and how they play a crucial role in maintaining the reputation of the hotel.
· Go over the standard operating procedures (SOPs) in detail and ensure that each team member is aware of them.
· Explain to your team how important it is to be friendly, professional, and attentive to guest needs.
· Time Management: Time management is a crucial aspect of housekeeping.
· Emphasize the importance of paying attention to detail and checking every corner of the room.
· Encourage open communication between housekeeping staff members and other hotel departments.
· Discuss how to handle guest complaints and how to escalate issues to management if necessary.
·  Sustainability: Finally, talk about the hotel's commitment to sustainability and how the housekeeping team can play a role in this.


	Training Notes:
Brand Standards: Emphasize the importance of brand standards and how they play a crucial role in maintaining the reputation of the hotel. Go over the standard operating procedures (SOPs) in detail and ensure that each team member is aware of them. 
Guest Interaction: Housekeeping staff are often the only employees that guests interact with during their stay. Explain to your team how important it is to be friendly, professional, and attentive to guest needs. They should always wear a smile and be willing to assist with any requests.
Time Management: Time management is a crucial aspect of housekeeping. 
Attention to Detail: A clean and well-maintained guestroom is essential to guest satisfaction. Emphasize the importance of paying attention to detail and checking every corner of the room. A thorough cleaning job will help to ensure that guests have a comfortable and enjoyable stay.
Communication: Communication is essential in any team environment. Encourage open communication between housekeeping staff members and other hotel departments. 
Sustainability: Finally, talk about the hotel's commitment to sustainability and how the housekeeping team can play a role in this.




References

Component one
1. Axelrod, S. (2021). 15 Basic Skills You Need to Be a Good Housekeeper. [online] wikiHow. Available at: https://www.wikihow.com/What-Basic-Skills-Do-You-Need-to-Be-a-Good-Housekeeper
2. Hotel Tech Report. (2020). Hotel Housekeeping Duties: A Day in the Life. [online] Available at: https://hoteltechreport.com/news/hotel-housekeeping-duties
3. Hotel Tech Report. (2020). Hotel Housekeeping Duties: A Day in the Life. [online] Available at: https://hoteltechreport.com/news/hotel-housekeeping-duties 
4. Linkedin.com. (2023). LinkedIn. [online] Available at: https://www.linkedin.com/pulse/duties-responsibilities-housekeeping-staff-ashraf-kamel/ 
5. VelvetJobs (2023). Housekeeping Team Leader Job Description. [online] Velvetjobs.com. Available at: https://www.velvetjobs.com/job-descriptions/housekeeping-team-leader
Component two
1. Bookpremiumfree.com. (2023). The heart of hospitality great hotel and restaurant leaders share their secrets. [online] Available at: https://bookpremiumfree.com/downloads/the-heart-of-hospitality-great-hotel-and-restaurant-leaders-share-their-secrets/ 
2. ‌Bookpremiumfree.com. (2023). The new gold standard 5 leadership principles for creating a legendary customer experience courtesy of ritz carlton hotel company joseph michelli. [online] Available at: https://e.bookpremiumfree.com/downloads/the-new-gold-standard-5-leadership-principles-for-creating-a-legendary-customer-experience-courtesy-of-ritz-carlton-hotel-company-joseph-michelli/ 
3. https://www.facebook.com/prenohq (2020). Common Guest Complaints in Hotels & How to Handle Them. [online] Preno HQ - Hotel Management Software. Available at: https://prenohq.com/blog/common-hotel-guest-complaints-how-to-handle-them/ 
4. JAN-PRO (2017). Jan-Pro. [online] Jan-Pro. Available at: https://jan-pro.com/blogs/how-to-respond-to-negative-reviews-about-cleanliness/ 
5. Setupmyhotel.com. (2023). Available at: https://setupmyhotel.com/train-my-hotel-staff/front-office-training/94-how-to-handle-guest-complaints-in-hotels.html 
6. Unit 5: Understanding and Resolving Guest Problems. (n.d.). Available at: https://www.laguardia.edu/uploadedFiles/CE/Content/English_Language_Learning/Center_for_Immigrant_Education_and_Training/GP-Hotel_T.E.A.C.H/Unit5.pdf.
7. ‌Wood, D. (2019). The top 5 hotel guest complaints and how staff can respond. [online] Insights. Available at: https://insights.ehotelier.com/insights/2019/01/09/the-top-5-hotel-guest-complaints-and-how-staff-can-respond/
Component three 
1. Rand, S. (2023). Housekeeping Safety - Ergonomic Injuries - OSHAcademy free online training. 
2. Safeatworkca.com. (2020). Housekeeping Ergonomics. 
3. Ergonomics and Cumulative Trauma Injuries: The Basics Housekeeper Managers: Improving Housekeeping Work using Ergonomics. (n.d.). 
4. Walton, M. (n.d.). Safety and Ergonomics for Hotel Housekeeping Room Attendants.
5. Aurosiksha.org. (2023). Aurosiksha
6. Bunch, C. (2023). Social Enterprise Brings Pride to Differently Abled Workers and Their Clients. 
7. Hotelcleaningservices.com. (2020). Hotel Room Cleaning: 2020 Guide
8. Hotel Housekeeping - Guest Supplies. 
9. The International Journal of Human Resource Management. (2014). References: Routes to partial success: collaborative employment relations and employee engagement. 




image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




