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Skills needed for working on housekeeping in the hospitality industry.
The hospitality industry is a huge sector contributing to the economy of the UK. It includes hotels, café, restaurants, pubs and bars. Therefore, the people working in the hospitality industry have been contributing largely to the country’s tourism industry and economy. The hospitality industry puts employment of a huge percentage of the country about 10% employment of the country’s total population (Agarwal & Green, 2015). The hospitability industry added 3.6% to the country’s GDP and attracts around 40 million people whose spending contributes to the country's economy. 
There is a particular need for housekeeping services in the hospitality industry. The people who are providing these services through many activities such as cleaning and maintenance of the guest’s room, public and other hospitality infrastructure (Buhalis & Hofacker, 2019). These kinds of services are providing guests with comfort, ensuring the health and safety of the guests, establishing and maintaining the reputation of the establishments, earning great efficiency and ensuring compliance with some of the regulations and rules of the country. 
There are some particular types of skills for this service. Such as having perfect communication skills to interact with customers and guests, and the ability to be efficient in managing the customers. In the hospitality industry, some people are from different cultures and different backgrounds (Akbar & Tracogna, 2018). Therefore, communicating and having a hospitable manner to welcome the guest to hotels, and restaurants. Business organizations like this heavily rely on proper communication.
Having good customer management skills is also very important for interacting with and managing customer demands. Especially, while providing room service (Marneros & Efstathiades, 2020). The employees must have attention to small details of the room servicing because small mistakes can lead to changes in the customer experience. Therefore, it is very crucial for the brand awareness of the hotels and other hospitality infrastructure. 
Another important skill for housekeeping is time management. No customer will tolerate delayed room service and also no customer will allow late and delayed food delivery to their tables.  So, proper time management is a must for housekeeping (Brazil & Rys, 2023).  Then they must have the skills for teamwork. The employees of the hospitality organization must work and collaborate in teams. 
Problem-solving skills are the skill required for solving various customer-related practical problems. The employees must work for bettering their problem-solving skills in the right situations for managing customer complaints (Alexakis & Jiang, 2019). The problem-solving skills must be mixed with flexibility. Because the employees need to be very cautious with time management and the self-flexibility to manage the guest problem. 
I have been elected as a leader of the housekeeping team in a hotel. My soft skill, as well as time management, teamwork capability and problem-solving skills for managing guest complaints and service management, has some adequate for the hotel I work in. therefore my skills regarding time management and the ability to manage teamwork with my colleagues needs to be sharpened (Weber & Crawford, 2019). Room maintenance and ensuring health and safety measures should be our priority for establishing and retaining the brand image.  Shortages in time management and health safety protocols will result in a lower brand image and hit the hospitality organization with face value loss. In the hotel industry guests expect cleanliness and sanitization in the bathroom and private spaces. An uncleaned bathroom in the hotel or restaurant can cause a seriously bad impression on the hotel. My suggestion is to make sure the housekeeping service keeps time to time check on the bathroom sanitization (Singh & Jaykumar, 2019). Providing attention to detail and using the perfect material for cleaning and using disinfecting the bathroom is the best solution for this problem.
The importance of the cleanness of the conference and the banquet should be emphasized these are often used by the people for any kind of function. I have learned that while having any kind of function in the program in the conference or the banquet any sort of uncleanness might cause a problematic situation (Sönmez & Apostolopoulos, 2017). Because in these functions and ceremonies, there are so many people working and attending the place will get dirty and have to be cleaned and maintained with proper cleanness from time to time. Especially the restroom and lounge area which most people will use (Raghubalan & Raghubalan, 2017). I should be more careful while flexible and manage my time for doing housekeeping in the area.  





Component Two:

Action plan for managing customer complaints
	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?

	Experiencing smelly and dirty room


	During the clean-up process, there has been something missing (Hu & Bose, 2019). There is something in the corner of the room that smells awful.
	Use the available resource for housekeeping and be apologetic for the inconvenience and utilize the existing tools for cleaning the room. The problem should be solved as fast as possible.
	Using colour-coded cloths to clean different parts of the room should suffice (Dinçer & Alrawadieh, 2017). Using different tools for different actions will help and also there should be an order to use them in 
	For further improvement, my team and other employees should be introduced to different kinds of tools (Sahin & Kitapci, 2017). These different tools should be used for different parts of the room service. Such as using mops for cleaning the floor while mixing disinfectant with nice flavour can improve the primary impression of the guest in the room. 

	There are bags of dust everywhere
	In the cleaning session, the housekeepers were using the wrong equipment and were in hasty cleaning the next room
	After the complaint arrives the housekeepers shoot immediately use vacuum cleaners to clean the dust of the room and provide any room service if necessary (Alrawadieh & Dincer, 2019).
	To prevent such incidents from happening microfiber cloths are a very good tool to clean dust (Sann & Lai, 2020). Because these clothes pick up dust rather than moving them. Using vacuum cleaners is also a very good choice as it soaks all the dust from the floor and the corners of the room.
	To prevent such incidents from happening we have to train supervisors to pay special attention to small details while walking through the building. And there should be an emphasis on teamwork. As the housekeepers will be working hastily if there is a huge number of rooms assigned to them (Ogbeide & Harrinton, 2016). The hotel management should regulate a certain amount of time intervals to clean the rooms from guests’ departure to arrival.

	Dirty carpet in the room 

	While cleaning the room the area has been missed and using the wrong tool while cleaning. 
	After receiving the complaint of dirty floor and carpet I should hire one of my colleagues to immediately clean the floor and ensure the guests are satisfied with the outcome. This action will prove that I have acknowledged the complaint and after the preventive measures are taken, we should follow up with the person who filed the complaint and inform them that the room floor has been cleaned.
	In order to prevent such incidents from happening in the future my team needs to implement regular cleaning schedules, provide cover to floor Mats and shoe covers, and train the housekeeping team on the importance of sanitization and cleanliness.
	To measure the effectiveness in this problem the housekeeping team should keep track of the number of complaints coming for the same problem, and focus on employee satisfaction with cleanliness. Increasing the frequency of cleaning the carpets and mats (Cenni & Goethals, 2020). Sometimes changing the overall appearance makes it easier to clean and well maintain the hotel rooms. Such preventive measures will help to effectively prevent complaints regarding dirty floors and carpets.

	Having a dirty bathroom

	Bathrooms are frequently needed by the guests. As there is a frequency of using bathrooms in hotels, staffing shortage is a very possible consequence. Also, the housekeeping team having inadequate training and lack of resources cause this kind of problem.
	Begin by professing your regret for the disturbance and assuring the visitor to fix the problem. To assess the severity of the problem and the required steps, send an employee of the housekeeping crew to inspect the restroom (Lee & Koh, 2019). Establish the issue's urgency level and give it the appropriate priority. Address any serious issues right away, including a broken faucet or a blocked toilet. You might need to replace any damaged or faulty equipment or deep clean the bathroom, depending on how bad things are. Make sure the problem is fixed to the satisfaction of the visitor. Follow that up with the visitor after the problem has been fixed to make sure they are happy with the outcome and to address any additional issues they may have (Navarro-García & Rondán-Cataluña, 2019). To avoid the issue arising again in the future, analyze the scenario and pinpoint its root cause. To keep the atmosphere clean and hygienic, take into account installing new preventive measures.
	Make sure to include routine maintenance of all hotel restrooms in your cleaning program. Based on how frequently people use the restrooms, this should be done to guarantee that all places are cleaned frequently (Panno, 2019). Make sure the housekeeping crew has the tools and resources they need to do their duties well, as well as enough training in correct cleaning methods. Give them the authority to make choices and, if necessary, to take remedial action. Check the restrooms frequently to make sure they are indeed being cleaned well and to spot any potential problems. Make sure the housekeeping staff has enough cleaning products and equipment so they can execute their jobs well. 
	Some effective measures can be taken to further the improvement of such situation. For instance connecting guest surveys in order to understand your experience regarding hotel bathrooms and analyze their feedback to address the improvement. Regular inspection and developing checklist criteria to ensure consistency of the cleaning process (Zhong & Wu, 2021). Introducing KPI to measure the effectiveness of the cleaning process. Proper stuff training to ensure the best practices for cleaning and maintaining hotel bathrooms. Benchmarking the cleanness against industry standards and continuous improvement for overall enhancing the experience of the guest.
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	Training Notes: Employees are actively engaged in several divisions that provide activities in hotels. Several divisions in the hospitality business require adequate improvements and advancement with a committed workforce. Hotel Trinity is a well-known name in the tourist business among the hotels that serve in this capacity (Bakker & Leiter, 2015). The historical architecture, mystic vistas, and unparalleled offerings of Hotel Trinity will undoubtedly be credited to the good service of employees or personnel. The user's priority is the hotel's quality offerings. As a housekeeping manager by the complaints from newly visited guests, I put together to prepare a training presentation for my colleagues with the housekeeping team to get the best out of them for the optimum level of customer satisfaction.

	Slide 2: Concept of Tourism and Hospitality
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	Training Notes: The history of one of the most well-known industries, hospitality, extends all the way back to the ancient ships' captains and inns. On the other hand, the sector is a more recent invention that originated in Europe, with Switzerland one of the first to offer guests specific accommodations and activities (Mullins, 2013). Switzerland had a surge of affluent visitors as recreation hospitality and tourism grew in prominence in Europe by the nineteenth century. Visitors seeking exposure to nature and the environment began taking rail vacations, particularly excursions to the Swiss Alps. Switzerland has come to be associated with opulent tourism because of its thermal spas, ski resorts, and hotels that seem like homes. These new, wealthy guests had higher expectations for opulent housing, useful amenities, and fine dining. The increase in tourists led to the establishment of hospitality and tourism institutions; EHL was founded in Lausanne in 1893 as the first culinary school of business and has since dominated the sector of graduate degrees.

	Slide 3: Brand standards of the Trinity City Hotel
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	Training Notes: The Trinity City Hotel provides a lot of industry standards that make differences among the other businesses in that industry (Liu & Fan, 2020). They provide cleanliness daily, food is served in the steakhouse, Parking service (Self-parking is available), room service is available, conference rooms in the business center, and terrace, the main desk is open 24 hours a day, and a computing station on the garden.

	Slide 4: Privacy and Procedure of the Trinity City Hotel
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	Training Notes: Trinity City Hotel, as property of both the MHL Hotel Network, takes privacy, confidentiality, and safety very seriously. They have working with, and will keep collaborating with, a range of specialists in various areas and satisfy and surpass these requirements.
They will not gather any private details that can name anyone as a name until visitors reserve a room with their hotel and submit a query via the internet. Previously, the data they collected was fully anonymous and was utilized to better understand user behavior on this website (Imamura & Iuchi, 2017). Even though they ask for sensitive data from customers, they try to limit it to information that is necessary to facilitate business purchases with each other, such as subscriptions to their newsletters, addressing questions provided via email templates, and other similar tasks.
By the GDPR 2018, they promise to prepossess personal information in a visible, fair, ethical, purpose-specific manner, for no longer than is required and with full awareness of user rights. It will also be maintained carefully and reliably.

	Slide 5: Common Safety and Security Policy
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	Training Notes: Firms in the hotel industry have several ongoing problems, particularly when they are near maximum. To assist avoid this sort of injury, certain risks must still be handled. Proper maintenance, suitable clothing, spill cleanup, and enough illumination are all pragmatic actions that may be taken to minimize slips, trips, and falls.
Employees in the service industry are likely to be required to carry heavy goods including furniture, shipments, baggage, overflowing pots, and heaps of dishes at times. If treated poorly, this might result in neurological damage. Kitchens, dishwashers, and kitchen employees, for instance, must learn how to reduce the health hazards connected with input gear.
When working with toxic materials, certain standards must be observed, and staff had to be able to recognize common danger signals and utilize PPE (Personal Protective Equipment). The Management of Compounds Hazardous to Health Regulations (COSHH) aims to reduce the risk of being ill as a result of occupational hazards (Chibili, 2019). It is also critical to place the psychological state on par with the personal condition. Hopefully, mental disorders understanding and happiness are being recognized in the job, and corporations are seeing the value of acting as an intermediary in this area.
Because of the usage of gas, bare burning, and other combustible chemicals in stoves, they represent a higher danger of fire. Making certain that employees grasp how a grenade explodes, how to combat it, and evacuation protocols can assist to safeguard them in the case of a fire. 
Slide 6: Concept of Employee Engagement 
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	Training Note: Employee engagement is now being described as the willingness or ability to provide everything at work their fullest effort and focus. a practice that reflects and shapes company ideals (Quick, 2020). The amount to which an individual is knowledgeable, smart, and committed to the standards and customs of a workplace. the capacity of employees to exert extraordinary effort in their tasks regardless of financial considerations that is beneficial to the company as a whole.

	Slide 7: Employee Engagement Model
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	Training Note: An employee engagement model is a structure that describes how a firm may make its employees feel better, fulfilled, attended to, appreciated, appreciated, and trustworthy at work (Bridger, 2022). It also recognizes that staff members are individuals with lives beyond work.

	Slide 8: Importance of Employee Engagement 
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	Training Note: The following are some reasons why businesses need to adopt the employee engagement strategy. Staff members, often known as employees, are essential to achieving and sustaining success. Workers are the foundation of any organization (Wang & Joseph, 2018). The organization's principal associates must have effective employee supervision that specifies positions. As principal companions, employee managers are accountable for keeping employees interested, encouraged, and appropriately participating in services.

	Slide 9: Recommendation to the GM of the Trinity City Hotel
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	Training Note: In the case of hiring the employee, GM should select dedicated, honest, skilled, and verified individuals. Workers receive applause since this keeps everyone informed and appreciated (Nilashi & Ahani, 2019). When it comes to hotel personnel’s morale, adopt careful tactics with an ethical code. It is vital to be acknowledged. At its primary stage, this company is concerned with offering services to individuals who have been overseas and need to work alongside connections. This industry encompasses hotels, travel assistance, and telecommunication.

	Slide 10: Conclusion
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	Training Note: Employees are frequently the first line of defense in the revenue game. An absence of participation in their individual positions either during guest encounters might result in lower customer experience and, as a result, lower profitability power (Nunkoo & Sunnassee, 2020). In some kinds of high-turnover businesses like leisure, consistently connecting with and keeping staff members can be difficult. As an Assistant at Hotel Trinity, it is their responsibility to persuade the Superintendent that employee engagement is important to the hotel's sustainability.
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             CONCEPT OF TOURISM & HOSPITALITY Hospitality industry - A combination of enterprises that provide lodging and feeding or beverages services to persons who are separated from their families . Tourism - A broader range of socioeconomic activity associated to the hospital business .   
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             BRAND STANDARDS OF THE TRINITY CITY HOTEL Cleanliness on a daily basis Food is served in the steakhouse. Parking service (Self - parking is available). Room service is available Conference rooms in the business center Terrace The main desk is open 24 hours a day. Computing station in the garden   
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             PRIVACY AND PROCEDURES OF THE TRINITY CITY HOTEL Ensures privacy, confidentiality, and safety very seriously . Not gathering customer’s private details Following GDPR 2018 privacy act .   Gathering customer details   Privacy confidenti ality   Privacy act   
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             COMMON SAFETY AND SECURITY ISSUES OF THE TRINITY CITY HOTEL  Proper maintenance, suitable clothing, spill cleanup, and enough illumination are all pragmatic actions that may be taken to minimize slips, trips, and falls .  The furniture and other tools are properly handled for preventing any kind of injury from incorrect manual handling  Managing hazardous chemicals to prevent any danger  Mental disorders are handled with proper strong hold  Proper evacuation plan for safety for fire.   
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             CONCEPT OF EMPLOYEE ENGAGEMENT Employee engagement is being redefined as the will or capacity to provide everything with maximum performance and attention in the workplace. A behavior that attributes and influences corporate values. The level or degree to which a person is aware, sharp, and devoted to the ideals and conventions of a working environment. The ability of employees to put forth exceptional efforts in their work regardless of economic reasons that are actually useful to the firm as a whole.   
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             EMPLOYEE ENGAGEMENT MODEL The PEARL employee engagement concept offers a strong foundation for developing staff poll surveys . It is critical in assisting you in assessing all aspects of the job satisfaction and delivers a comprehensive, well - benchmarked participation grade .   
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             IMPORTANCE OF EMPLOYEE ENGAGEMENT Employee engagement is a vital success factor for every firm or working environment in any business . Staff or employees play a crucial part in developing and maintaining success . Personnel or workers serve as pillars in any organization . It is the obligation of the organization's principal associates to have effective employee supervision that specifies positions . As the principal companions, employee managers are accountable for keeping employees interested, encouraged, and appropriately participating in services .    This Photo by Unknown Author is licensed under CC BY - NC - ND  
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             RECOMMENDATION TO THE GM OF THE TRINITY CITY HOTEL Hiring devoted, honest, talented, and vetted employees is their specialty. Employees value applause because it keeps them engaged and valued. Once it concerns the morality of hotel employees, employing considerate measures with moral values. It is critical to be recognized. On the most basic level, this business is focused on providing services to those who have traveled abroad and require acceptable relationships. This industry includes accommodation, lodging, trip aid, and communications.   
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             CONCLUSION Employees are frequently the first line of defense in the revenue game . An absence of participation in their individual positions either during guest encounters might result in lower customer experience and, as a result, lower profitability power ( Nunkoo & Sunnassee , 2020 ) . In some kinds of high - turnover businesses like leisure, consistently connecting with and keeping staff members can be difficult . As an Assistant at Hotel Trinity, it is their responsibility to persuade the Superintendent that employee engagement is important to the hotel's sustainability .   
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