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	Housekeeping is the one who has the responsibility of maintaining and cleaning hotels, private homes or business settings. An effective and productive housekeeper contains many vital characteristics along with soft and hard skills (Shoaib et al., 2021). Such skills help the employees to secure a job position within the hospitality industry. Therefore, there are several skills that are required when working in the housekeeping team. They are as follows-
In order to acquire a job position in the housekeeping team, I need to acquire time management skills. As for the job role of a housekeeper, I have to generally work towards a particular set of tasks on a daily basis. Therefore, in order to complete such specific tasks at a given time, I have to effectively manage my everyday schedule at the workplace (Alvarez Sainz et al., 2019). I have to make sure that I fulfil all the cleaning appointments on time and avoid being delayed for a certain time frame. I also have to acquire good communication skills to become a member of housekeeping. As the job role of a housekeeper includes daily interactions with a variety of customers and guests, I have to ensure that I communicate with the guests in a polite and clear manner. Communication skills will also help me to interact with my team members in a clear manner to know if I need any assistance from them at work. Yet another essential skill that is required to be an effective housekeeper is flexibility skills. I may have to work on different schedules or routines if I acquire the job role of a housekeeper. If I get a job as a housekeeper at a private office, then I have to wait till all the employees of the office complete their shift before starting my work. Therefore, in such cases, I have to learn to adapt to various shifts from morning to noon or at night as well. As such, my flexibility skills might assist me in taking on extra responsibilities and earning more profits and tips (Bal and Izak, 2021).  I also have to develop the excellent skill of customer service to be an effective housekeeper. As our hard work and performance are dependent on the approval of the guests or consumers, therefore, I have to acquire impressive and outstanding customer service skills. Honesty is also a crucial skill that is required to be a housekeeper. During my working experience in any organisation as a housekeeper, I can sometimes commit a mistake or experience mishaps at the workplace. I may break a glass, or plate or even damage the clothes while washing that may belong to a particular guest. Therefore, I should be able to take responsibility for the mistakes that I’ve committed at the workplace. 
In addition, apart from the soft skills, I will also require some hard skills for being an effective housekeeper. I can improve my hard skills such as cleaning, organising, dusting, and changing bedding and so on. The main task or role of a housekeeper is cleaning. Therefore, I have to acquire this skill by practising my potential of cleaning several messes on almost any surface of my house. This can help me later in my job role. I have to make sure that I should be able to clean the floors, and dishes at hotels or in private organisations. Along with this, I must know about laundry cleaning and ironing clothes (Cottrell, 2019). I also have to acquire the skills of organising the rooms in a neat and tidy way to satisfy the customers. I should be able to manage and organise the kitchen just as well as organising the kid’s bedroom. Not only this, but I also have to obtain the skills of dusting to keep every surface and corner of the room and office spick-and-span. After getting a job role of a housekeeper, I have to deal with dust on a daily basis. I also need to acquire the skill of changing the bedsheet or the whole bedding to make the guest feel comfortable with the bedding. I should be able to change the old bedding by replacing it with clean blankets and bed sheets room. However, I can practice this skill daily in my house by changing the bedsheets and blankets in my room. I have to provide my guest with a clean and comfortable room to make them happy (Mullins and Dossor, 2013). Along with this, I should also be able to clean the bathrooms and apply sprays for controlling insects and infections. Thus, I have to ensure a clean and hygienic bathroom for the guests to satisfy their sanitation 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?”


	
Lack of teamwork

	The problem usually occurred due to a lack of coordination or teamwork skills as the housekeeping team of Premier Inn was falling behind due to a lack of motivation as well. This may have caused the housekeeping employee to not be able to fulfil their cleaning duty properly. 
	Thus, in order to tackle this problem, I will provide every member of the housekeeping team with weekly interaction conferences or meetings to speak up for themselves. I will motivate them to share their creative ideas and opinions at the weekly meetings and conferences. In this way, I think the housekeeping team of Premier Inn will be able to interact and coordinate among themselves. I will also make sure that they perform every task with good coordination by helping one another in every task. 
	I will prevent such problems in the coming days by building an inclusive and diverse housekeeping team to promote a diverse culture and to ensure that every member of the housekeeping team has developed a level of trust among themselves. I will also allocate the cleaning duties to every member of the team on alternate days. 
	I will measure my team's effectiveness by generating team-building activities by assigning cleaning, dusting, and washing duties to every member of the team so that the other member can perform these duties in the absence of any members. 

	
Lack of cleaning skills

	This problem generally occurred within the housekeeping team of Premier Inn due to the employee's poor time management and their irresponsibility towards their task. 
	In such a situation, being a team leader of the housekeeping team, I will deal with such matters with a cool mind. I will tell my team members to be responsible for their time and duties on the floor. I will encourage them to clearly fulfil their roles and responsibilities on the floor, especially at the time of the guest’s arrival at the hotel. I will introduce a checklist for all my team members to use during their cleaning duties. Providing a checklist to my team members can help them to effectively check their cleaning items and duties. 
	I will make sure that such problems do not take place in the future. Therefore, I will ensure that every room on the floor is properly cleaned and maintained in a clear and ordinated manner, for this, being a team leader of the housekeeping team, I will check every room on the floor to ensure that the room is neat and tidy. In this way, I will be able to present a clean and tidy room to our guests at Premier Inn Hotel.  
	In order to enhance my team members' productivity, I will carefully assess the cleaning duties of my team members to check whether they are performing their duties effectively or not. 

	
Lack of communication between the employees

	
The significant problem behind the failure of my team member's cleaning responsibility is generally because of their lack of interaction and communication skills between the individual team members. 
	
Therefore, to tackle this problem, I will introduce a training programme for my team members by talking with the manager of the housekeeping team. The training will consist of how developing effective communication will lead to better performance and team building at the hotel. 
	
I will prevent such problems from taking place in future by ensuring that every team member of the housekeeping interacts with one another in a friendly and professional way. I will also make sure that every member of my team takes part in the training programme. Through this training programme, I will foster effective communication skills among the team members by encouraging them to assist one another in cleaning and dusting as well as in other chores of housekeeping. In this way, the team members can develop good communication and bond with one another at Premium Inn. 
	
I will measure this goal by listening actively to what my team members have to say about their duties and what problems they are facing on the floor, so that I may be able to help them to overcome their issues and challenges at the workplace. I will also effectively check that all my team members are present at the training programmes. 

	
Poor time management skills
	
Yet another vital reason behind the poor time management skills of my team members is probably their ignorance of performing their duties on time and neglecting the importance of time at the workplace. This can be the reason behind the failure of not being able to clean the room before the arrival of the guests.  
	
I will tackle this problem of my team members by telling them the importance of time management in life, particularly in professional life through the training programme. I will introduce a daily routine and checklist for my team members to balance their time at work and to fulfil their duties on time. I will also ensure that the team members are not multi-tasking their roles on the floor. I will create a notice for every team member to ensure that every employee is assigned an individual task. 
	
I will prevent such problems from taking place in the future by asking my team members to avoid multitasking and to avoid getting distractions from other things. I will also make sure that at least the team members are provided with two breaks per day to get reduce their stress and anxiety levels at the hotel. In this way, they will be able to perform their individual duties effectively and on time. 
	
I will measure the effectiveness of the time management skills of my team members by implementing improvement plans to track their productivity levels while cleaning, dusting, and doing other work. 


	
Poor training of the employee

	Lack of training or poor training of the team members from the previous team leaders might also be the reason behind this problem. Within every, organisation, poor training for the employees leads towards ineffective performance at the workplace. Thus, it might be the reason why my team members forgot to fulfil their responsibility of cleaning the house. 
	Thus, in this aspect, it is important to provide good training to my team members for enhancing their performance in the workplace. Therefore, I will provide effectively and practical training programme for the team members to acquire knowledge about several important skills that are required to be an effective housekeeper and to satisfy the cleaning and hygiene requirements of the guests. I will also ensure that the knowledge and skills provided during the training programme are being effectively applied by the team members in their daily routine at work.
	I will prevent this from taking place in future by encouraging all the team members to take part in the training programme. I will also ensure that the training is provided every year to each and every experienced and new candidate. This will help them to fulfil their role as a housekeeper in a productive way. 
	Therefore, I will measure the effectiveness of my team members by carefully observing their work on a daily basis. I will assess their work and offer the most productive employee with extra tips or incentives. In this way, they will get motivated towards performing better for the hotel and fulfilling their duties on time. 




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.


	 Brand standard
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	Training Notes: In the hospitality industry, Brand standard is an essential factor for almost all the hotels. A well-known brand usually attracts customers towards the hotel. Therefore, the brand standard is also very essential for Premier Inn. It helps the hotel to stand out from the competition. Premier Inn is a popular brand of hotel established in the year 1987 and situated in Dunstable, England. Premier Inn has over 750 hotels throughout the UK, Germany and Ireland with over 80,000 rooms and 20,000 employees. It is one of the largest hotel chains in the UK (Anon, 2023). The hotel has a value pricing strategy which aims at offering its customers great value for their money. 


	
Health and Safety Procedures
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	Training Notes: The housekeeper manager has to comply with the health and safety procedures to make sure that their employees are not exposed to any form of danger or risks at the workplace. If employers are able to fulfil the safety needs of their employees at the workplace, then they are likely to perform in a better way within the company. The “Health and Safety at Work Act 1974” ensures that all employers are provided with health and safety information for all the employees of the organisation (HSE UK, 2020). Thus, the housekeeping manager of Premier Inn also has to ensure the safety and security of its housekeeping team by providing them with a safe working environment.

	Employee Engagement Model 
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	Training Notes: There are several employee engagement models that help managers to foster more productivity in their employees. One of the famous employee engagement models is the “Gallup employee engagement model”. This engagement model focuses on the performance of the employees. This model states whether an employee is potential enough of performing their job role or not or whether their emotions influence the performance or not (Nasution and Absah, 2019).
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	Training Notes: The housekeeping manager of Premium Inn can also implement this model to keep the housekeeping staff engaged at their work. With the help of this model, the manager will be able to know if the housekeeping staff are actively engaged with their work or not within the hotel. Thus, with the help of this model, employers can conduct a “Gallup’s Q12 survey” within the workplace (Nasution and Absah, 2019).
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	Training Notes: Therefore, with the help of the survey, the manager will be able to know the reason behind the lack of employee engagement. They can also measure the involvement of their housekeeping staff at the workplace. Thus, after tracking the results, the manager can search for solutions and receive advice from the experts to motivate the employees to get engaged at work. 
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	Training Notes: One of the key factors in fostering employee engagement is to establish programs which drive them towards better performance. Thus, in this aspect, the housekeeping manager of Premium Inn can introduce incentive and rewards to the employees who perform better and contributes more to the housekeeping team. In this way, they will be motivated to fulfil their duties of cleaning, dusting, mopping, washing and organizing the bed in a proper way (Ababneh, 2021). Along with incentive programs, managers can also provide their employees with sick leave and breaks in between work. 
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	Training Notes: It is also important for the managers to establish a strong relationship with the housekeeping team through effective communication and interaction. The managers should be able to encourage the employees to develop creative ideas and share their ideas and opinions to foster engagement. Housekeeping can also provide the employees with an effective training program to enhance their skills. 
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	Training Notes: The training program can include the effectiveness of teamwork or collaborating skills to foster good teamwork among the housekeeping team members. Thus, by providing training, the team members will be able to produce good work at the hotel. Thus, the manager should also ensure a positive working environment within the hotel for their employees (Ababneh, 2021). In this way, the employees can effectively get engaged at the workplace. 

	Skills required to be a Housekeeper
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	Training Notes: Cleaning Skills- In order to be a good housekeeper in Premier Inn, the individual has to acquire excellent cleaning skills. They should know how to clean the bed, floors and bathrooms of the hotel rooms in a proper way. The guest should not be able to experience even a speck of dust in their rooms. The housekeeping members should be able to utilize the cleaning tools and equipment in a proper way. Being a member of the housekeeping team, they should be able to organize the bed and clothes in a detailed manner (Bas and Sivaprasad, 2021). 
Guest Interaction and Etiquette- As the housekeeper staff has to regularly pass the guests on a daily basis, they should acquire good communication skills or interactions. They should be able to show a good gesture with a smile on their face to the guests.
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	Training Notes: Presentation skills- The individual should also be able to present themselves in a well and smart manner to make sure that they reflect the brand of the hotel. Starting from the uniform to personal hygiene, they should be able to leave a good impact on the guests (Sahai, 2021). 
Communication skills- Every member of the housekeeping team should acquire good communication skills. They should be able to interact with the guests in a proper and polite way and should ask them whether they need anything or not. The housekeeping team should also be able to communicate with their colleagues and team members in an effective way. Continuous communication and Interaction with the team leaders and the managers can assist the housekeeping employees to perform in a smooth manner (Sahai, 2021).
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GALLUP EMPLOYEE ENGAGEMENT
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The manager of Premier Inn of the housekeeping department can
implement this model

The managers can conduct a “Gallup's Q12 Survey”.

With the help of this model, managers can assess the performance of its
housekeeping team.




