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Overview of the Housekeeping Operation
Within the hospitality sector, the role of housekeepers is frequently undervalued or disregarded, with their duties often being perceived as those of a basic custodial nature (Devrim Yilmaz, 2017). Hotel housekeeping personnel play a crucial role in the hospitality industry. They are responsible for ensuring guest comfort and satisfaction, making them the primary representatives of the hotel's image and reputation. As such, they are at the forefront of maintaining the hotel's presentation and perception.
The primary objective of the housekeeping department is to maintain the cleanliness, hygiene, and hospitability of the guest rooms. Additionally, the department must uphold the hotel's reputation by presenting a positive image during all guest interactions (Luka, 2015). Effective housekeeping protocols encompass not only meticulousness in maintaining the cleanliness of a space but also exhibiting amiable and supportive dispositions and presenting oneself in a polished and proficient manner. 
Assuming a satisfactory outcome, the hotel's designated housekeeper responsible for the guest's accommodations will deliver an unforgettable encounter through the provision of a flawlessly hygienic setting and expeditious fulfilment of any inquiries directed towards the housekeeping division (Bhatnagar and Dheeraj, 2019). 
The aforementioned items may encompass:
· The provision of additional linens or towels may be requested by guests, and hospitality establishments should anticipate such requests and ensure that adequate supplies are readily available.
· Indicators of an irregularity (such as an unforeseen incident or a substance spillage within the premises that requires clean-up) (Li, 2020).
· Correspondence about preferences for linen change, turndown service, and related matters.
Self-reflection 
The housekeeping profession in a hotel is one of the challenging roles that necessitate the ability to multitask and attention to detail. Housekeeping refers to the comprehensive set of tasks involved in ensuring the cleanliness, organization, and efficient operation of a residential or commercial property (Batinić, 2015). Regarding hotels, the responsibilities of housekeeping encompass the upkeep of the establishment to an optimal level of cleanliness and the preservation of a highly desirable atmosphere.
It is imperative to verify and guarantee the cleanliness and proper maintenance of all guestrooms, public areas, and areas located in the back of the establishment. Inspect the services rendered by contractors, such as those involved in pest control, laundry, window cleaning, and other related tasks. Develop staff timelines and duty rotations (Batinić, 2015). Being a housekeeping staff executive, I have to take up relevant job responsibilities and demonstrate an extreme sense of accountability to allocate tasks, monitor the tasks and allow the subordinates to achieve their regular responsibilities accordingly. It has been a challenging yet interesting responsibility for me since I have to make sure that I diligently follow up on routine tasks and ensure that all the housekeeping operations are done properly so that the hotel guests get the optimum experience during their stay at the hotel. 
The biggest challenge was to maintain the entire team within the organization and maintain a practical work schedule for all so that employees are not over-burdened with additional responsibilities and similarly all the human resources appointed in the housekeeping operations are equally utilized so that operational efficacy is enhanced and all the housekeeping staffs get to experience an achievable workday (Jones, 2007). While working in this position, I have observed that some of the basic skills that housekeeping executives need to have been communication, flexibility to adapt, organization skills, attention to detail, leadership skills etc. 
The possession of effective organizational skills has facilitated my ability to systematically arrange physical resources and manage my subordinate housekeeping staff in a distinctive and structured manner (Batinić, 2015). As a housekeeping executive, it is imperative for me to consistently oversee the staff's execution of tasks such as the proper folding and presentation of towels, arrangement of the wet bar and other organizational measures aimed at maintaining the cleanliness and tidiness of the room. A well-organized and properly arranged room can induce a sense of comfort and relaxation among its occupants. 
Additionally, I monitor the communication methods utilized by housekeeping personnel when interacting with their colleagues. Housekeeping personnel employed in a hotel environment are frequently exposed to diverse guests, necessitating the need for efficient interaction skills. It is incumbent upon them to assist with requests for supplementary personal effects, including but not limited to towels, soap, toilet tissue, and other similar items. Housekeeping staff may assist in addressing grievances that a lodger may have regarding the hotel that fails to meet their expectations. Proficient communication abilities are essential to execute this task competently. Additionally, being an executive, I have to conduct effective communication and always prioritize active listening to interact and coordinate with my staff. I also have to lead the team and resolve any contradictions to ensure that everything is well-cooperated. I also have to make myself flexible to adjust to the situation and adapt according to the circumstantial needs. 
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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?


	· Messy beds, 
· Dirty washrooms, 
· Untidy linens, 
· Windows are not clean (Khymdeit, 2022). 
· Floors are dirty 
· the dustbin is not replaced after the previous guests left
	· Lack of attention to details 
· careless practices from the housekeeping staff, 
· Poor staff coordination among teams 
· Poor staff productivity and lack of supervision Lack of coordination between staff, and housekeeping department executive
· poor communication, poor schedule management lack of staff (Singh, 2015). 
	· I will call for an instant staff meeting and ensure that the guest complaint is immediately resolved and guests are provided with all the amenities they have paid for. 
· I will mandate complete supervision by the executive in charge of the housekeeping department. 
· Apart from this instantons approach, I will make sure that this situation does not arise in the future and guests are always provided a completely acceptable and pleasing.
· Additionally, I will think about a long-term approach to ensure that employee inconsistency, poor productivity and inadequate coordination can be eliminated with strategic methods (Jones, 2007). 
· It is also necessary to notice why the employees are not performing as per the requirements and failing to achieve professional efficacy. 
· I will also monitor each employee and review their task for the upcoming few weeks to see what is lacking and how they are performing. 
· It will allow me to observe the probable skill gap and identify how poor cooperation is hampering employee interest and productivity. 
	· To ensure that the same situation does not happen to any other guest at the accommodation, a robust plan needs to be developed. 
· A show-cause committee will be organized temporarily to ask the housekeeping departmental executive and the employees about what happened and why that happened (Etcuban, 2019).
· I will arrange a meeting with the housekeeping employees to identify what is going wrong and understand their problems and opinions. 
· A monthly observation and feedback tracking will be necessary which will allow the executive to keep an eye on employee performance and report where inconsistencies are identified. 
· There will be additional backup staff will be available which will be sourced from the third-party providers. It will ensure that when there is a lack of employees and the property is understaffed, then the regular operations of housekeeping can be kept as usual.
· The scheduling will be done based on the guest occupancy rate so that there is adequate human resource capacity. 
	· Training will be the first factor to be considered
· Employee training programs will be introduced every 6 months for both new and existing employees (Kyalo, 2023).
· Employee motivation will be increased with timely appraisals for the housekeeping staff
· Flexible working hours and adequate work-life balance will be offered with effective incentives





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.

	
Cleaning Skills: The housekeeping training facilitates the establishment of a shared understanding among the housekeeping team, encompassing the techniques employed and the desired outcomes (Rosemberg, 2020).  It is not imperative for every housekeeper to adhere to a uniform process. However, in the event that a particular process proves to be more time-efficient than another, each employee will endeavour to determine the most efficacious approach to that particular skill.  

	Training Notes: The key is to equip the team to provide clean and tidy rooms for the guests. The cleanliness will be measured and monitored by the staff executive every day. 

	
Use of Equipment & Products: The housekeeping staff may not be acquainted with the equipment and products utilised, akin to the specific skills and techniques employed.  Optimising the utilisation of products and equipment is crucial to ensure their proper maintenance and longevity, even for those who possess familiarity with them (Rutherford, 2021). The employees will be trained on the usage of new gadgets and cleaning equipment. 

	Training Notes: It is to ensure that new and old employees are well-trained in using proper equipment and cleaning gadgets effectively. The executive will supervise the new employees while using such appliances. 

	
Guest Etiquette & Interaction: It is probable that the housekeeping personnel will frequently encounter guests or engage in interactions with them.  The manner in which hotel staff respond to and engage with guests is crucial to ensuring guest satisfaction and fostering guest loyalty.  Inadequate social interactions or a deficiency in proper decorum can have a significant impact on this matter (Andrade, Miller and Westover, 2021).  In the course of training, individuals can receive instruction on how to comprehend cultural distinctions, establish a favourable initial impression, and navigate nonverbal communication and decorum with the aim of eliciting a positive and affable reaction.  The implementation of minor modifications can significantly impact the level of self-assurance exhibited by the housekeeping staff, as well as their demeanour and communication with guests.

	Training Notes: The motive is to guarantee an optimum guest experience for all Proper communication and interaction will ensure that guests are engaged with the staff positively and they are getting the right approach from the staff. From customer feedbacks and monthly review of the employee ratings, this will be evaluated. 

	Health and Safety: Less people will be hurt in an accident if spills are cleaned up quickly. Spills may be rapidly covered with slip-resistant spill pads, which also serve as warning signs to keep people away from the area until the spill is cleaned up. Anything in the walkway might endanger people's safety. Any obstructions in the walkway should be removed without delay unless an exception applies (Rosemberg, 2020). Housekeepers should be taught to look for and eliminate obstacles while they go about their normal cleaning duties. Incorrectly kept chemical materials are the responsibility of the housekeeping personnel. When there is a danger to the health of the cleaning personnel, they should wear PPE. When cleaning items at a certain height, employees, for instance, should always wear eyewear (Rosemberg, 2020). They must be trained on being cautious while cleaning with outdated or damaged equipment. The housekeeping personnel needs to be trained for using high-quality, commercial-grade cleaning products to do their jobs effectively. Commercial tools are built for heavy everyday usage, making them superior to consumer cleaning goods. 

	Training Notes: The employees will be effectively monitor throughout their working days to ensure that they follow the safety and health measures. 
The health and safety experts will come every week to monitor the required safety standards. 

	
Communication: Irrespective of their size, every team has the potential to enhance their communication skills.  The observed phenomenon could potentially be attributed to variances in cultural norms, or alternatively, it may be attributable to divergent communication protocols employed by the respective parties or team members.  Enhancing and implementing effective staff communication strategies can lead to improved work effectiveness and efficiency for the housekeeping team (Batinić, 2015).  The enhancement of staff well-being is expected to have a positive impact on employee retention rates by mitigating staff turnover. Soft skills encompass personal qualities and social acumen. Developing soft skills, such as emotional intelligence and interpersonal abilities, can be a challenging task. However, training programmes that focus on enhancing these skills can significantly improve one's overall achievement in this area (Tra, 2020).


	Training Notes: This is to guarantee that employees are respectful towards the customers and properly interact and respond to them. Employee communication skills will be evaluated from client feedbacks and reviews. 
	

	
There exist a multitude of techniques or approaches for facilitating training sessions. Each approach possesses distinct merits and demerits that necessitate careful consideration in relation to the potential advantages to be obtained. Certain techniques are comparatively more costly than others. However, they exhibit higher efficacy in terms of the duration of comprehension and the acquisition of proficiency that needs to be cultivated (Muthukumar and Vidhya, 2015). Several efficacious techniques for instructing housekeeping staff are enumerated and analysed.


	Training Notes: The training will be provided using a combination of training approaches. These will be applied based on the team undergoing the training phases, whether recruits or existing employees. 

	
The utilisation of on-the-job training (OJT) is a method whereby individuals acquire knowledge and skills through practical experience. This approach is advantageous as it allows for learning by doing, whereby the instructor demonstrates the procedure and subsequently observes the students as they perform it. By utilising this methodology, a single educator can effectively manage multiple pupils. Typically, in the context of housekeeping operations, the individual responsible for providing instruction is a professional who holds a departmental executive who imparts knowledge and guidance to the personnel assigned to clean the designated rooms for the day (Stavrinoudis and Simos, 2016). The On-the-Job Training (OJT) approach may not yield operational efficiency until the person has attained a certain level of proficiency in the assigned tasks, enabling them to shoulder a portion of the operational burden.

	Training Notes: The on-the-job training will allow new employees to understand the professional standards they are required to maintain and surpass. 

	Off-the-job training refers to a type of training that takes place outside of the employee's regular work environment. This type of training is typically conducted in a classroom or workshop setting and is designed to provide employees with new skills and knowledge that they can apply to their job duties (Fachrureza, and Suryadana, 2019). This form of training occurs outside of the workplace, typically in a classroom setting, and is facilitated through various methods such as workshops, demonstrations, lectures, discussions, seminars, and audio-visual presentations. Several methods are discussed below:
The utilization of the lecture method enables an instructor to disseminate information to a considerable number of students simultaneously (Ahammad, 2013). This instructional approach is utilised by nearly all training programs for specific segments. Regrettably, the lecture approach may be perceived as the least engaging pedagogical strategy, thus necessitating educators who possess exceptional skills in delivering presentations. Furthermore, acquiring adequate space for delivering lectures could pose a challenge and necessitate the use of specialized facilities. This is a method that can be used for recruits for a certain period (Mayaswari, Sihombing and Sabudi, 2020). 
The instructional approach known as workshop training is commonly referred to as the conference method. The aforementioned approach entails a cohort of pupils who generate concepts, engage in critical thinking, and present findings on various undertakings. The utilisation of conference or workshop methodology is deemed highly effective for supervisory training (Olimovich, Bakhtiyorovich and Salimovna, 2020). It will enable the housekeeping unit to prepare for effective task approaches and will increase employee engagement while enhancing their participation.
Demonstrations can be an excellent means of introducing new products or equipment. Vendors and purveyors may conduct various demonstrations as a component of their equipment and product sales to increase user knowledge and increase staff confidence in using the equipment (Yusuf, Irwanti and Indonesia, 2021). Often, some staff may find it difficult to operate a cleaning gadget or might be new to a process, this can be encountered in situations by expert demonstration. It is crucial to limit the amount of information presented to a level that can be comprehended within a reasonable timeframe to avoid potential misunderstandings for the housekeeping employees. 

	Training Notes: Although time-consuming and challenging to coordinate the off-the-job training, it is a well-formulated approach that will lead to valuable outcomes for the employees. 

	
Simulation training involves the utilisation of a dedicated model room that is not currently occupied, which serves as a training ground for multiple employees. While On-the-Job Training (OJT) necessitates advancement in the direction of the day-to-day output of prepared spaces, simulation demands that the spare room should not be leased (Olimovich, Bakhtiyorovich and Salimovna, 2020). Furthermore, the trainee’s productivity in cleaning prepared rooms is inadequate.  Thus, simulation training offers several benefits, including the ability to pause, deliberate, and repeat the training process as needed. As long as the trainer's time is covered by training funds and the clean room is not required during a work day, simulation is a great option.


	Training Notes: This is an innovative and one of the most effective training approaches for the housekeeping staff which will enable the employees to enhance their practical understanding of the tasks. They will be able to observe the process and will be able to work on the regular chores. This will allow them to address the practical aspects of a job and adapt their working methods accordingly. 

	The construction of a carefully curated training programme for the housekeeping staff has been predicated on the principle of engaging personnel via the 5C's: care, connection, coaching, contribution, and congratulations. 
When management shows genuine interest in the team, workers begin to understand that the firm cares about them more than just generating money and expanding its market share (Seijts and Crim, 2006).
The staff must be kept happy with their work environment by connecting with them often via casual conversations and performance assessments.
Leaders that build great teams and cultures often do it by providing constructive feedback and assistance through coaching (Seijts and Crim, 2006).
They need to encourage workers to come up with and implement their solutions and contribute effectively.
Staff members must be congratulated for their hard work and dedication. Employees who are praised in front of their co-workers experience a significant increase in their self-esteem.

	Training Notes: The entire training process will be delivered as per the 5C concepts where the attention is placed on employee engagement and increase employee productivity by increasing their engagement and positive commitment to their profession. 
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