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	Overview of housekeeping skills
Housekeeping skills refer to the set of skills that are associated with the context job role of the housekeeper that helps the individual to perform their jobs skilfully. However, the skills of the individual in housekeeping might vary based on the overall duties and nature of the institution. In a hospitality setting the general duties of the housekeepers includes making bed, garbage removal and recycling, vacuuming and dusting surfaces, restocking supplies and so on (Cottrell, 2019). The necessary skills that are associated with the context of housekeeping services and my reflection in the aspect related to my idea, skills and competencies on housekeeping in the hospitality industry. 
Necessary soft and hard skills and competencies 
There are several necessary soft and hard skills that are associated with the context competencies of a housekeeper. The description of the soft skills is as follows. 
· Time management is one of the most important for completing a specified set of tasks individually or in a group (Casado, 2011). I have learnt about making a particular schedule to avoid any delay in the cleaning appointments and completing my duties. 
· Attention to detail is another key skill that is associated with the context of the role of housekeepers (Slack et al., 2010). I have benefited from this particular skill as it involves the organisation of various objects and cleaning the surface areas which might be trivial for the guest of the hotel. 
· Interpersonal communication is an important aspect of the housekeeper which helps them to interact with the guests of the hotel and other professionals. Besides it is also important for the individual housekeeper to communicate with the clients to find out about expectations and requirements and fulfil them as soon as possible (Jones, 2007).  In this particular aspect, I have learnt about skills like transparent as well as diplomatic communication, effective collaboration and accountability in my job role.
· Flexibility is also an important aspect related to the context of housekeeping which helps the individual to make necessary changes within the working schedule for the need of the situation (Piso, 2022). For example, although I follow a strict schedule related to my job role, I have to be well aware of the requirements and expectations of the clients and modify my task according to them. 
On the other hand, there are several duty-specific hard skills that are associated with the context of housekeeping services (Piso, 2022). In my opinion, these skills are a completely new set of competencies that I have developed while performing in this particular module and completing the jobs as a housekeeper. The description of these hard skills is as follows. 
· Making beds and changing sheets before the arrival and after the departure of the guest in hotel rooms. 
· Conducting deep cleaning sweeping and mopping and initiating window treatment and vacuuming. 
· Providing effective services related to infection control within the rooms (Whiting and Symon, 2020). 
Improving skills in the workplace 
As a housekeeper, I have performed quite effectively in my experience within the particular module which depicts the roles and responsibilities of a housekeeper in the hospitality industry. However, there are several aspects where I need to focus more on developing my housekeeping skills which would help me initiate effective career opportunities in the near future. 
· Detailed planning regarding interpersonal capabilities as well as the maintenance of punctuality is an important aspect related to the housekeeping competencies of the individual (Szende et al., 2021). Although I have effectively learnt to make a duty schedule, I find it quite crucial due to my poor organisation skills which lead to scheduling conflicts. Thus, I need to work on my organisation skills for improving my skills to get a job as a housekeeper in future. 
· Consistency in performance and attention to detail is one of the most important aspects related to housekeeping services. The consistency of making the client aware of their own expectations from the housekeepers helps in achieving the occupational objectives every time (Szende et al., 2021). I am proud of my capabilities as I was previously able to satisfy the need to be a potential housekeeping assistant which also acts as an intrinsic motivation which induces in improving my abilities. 
· Getting familiarity with the cleaning equipment is an important part of the job responsibilities of the housekeepers. The common pieces of equipment include laundry supplies, mops and vacuum cleaners that help the housekeeper in completing (Slack et al., 2010). In my opinion, it is important for the individual to get a basic idea about the effective process to deal with these types of equipment, increasing the efficiency and time spent on each job. 
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Component Two: Practical Task - Scenario
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
	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?


	
Cleaning around the disorganisation

	The previous guest of the room has left critical disorganisation of various equipment as well as other things. The mopping and cleaning of the surface has been properly done although the reorganisation requires more time. 
	Providing alternative previously clean rooms to the guest could be a potential solution. In case of non-availability of the alternative room, I will request the guest to borrow time for proper organisation.
	For preventing this from happening in future it is important to maintain a proper time gap between the check-out time of the previous guest and the check-in time of the current guest. 
	Effective scheduling as well as flexibility could be an effective measure for improving the overall team effectiveness for this particular aspect. As there are more chances related to the context of being hit or slipped by falling objects, it is an important context related to it. 

	
Not having clear instruction 

	The housekeepers are required to follow some guiding instructions however there are no proper instructions regarding overall time management and effective working over a short gap of time. 
	To clear the ambiguity or confusion regarding this kind of trivial issue, it is important to review the overall instruction provided to the housekeepers. 
	To prevent this from happening it is important to include the associated housekeepers of the hotel to integrate some training to manage their tasks effectively in a short amount of time. 
	Designing an effective training module and establishing a mandatory workshop for the housekeepers in service of the hotel would be a potential measure for this issue. 

	
Differences in surface areas 

	Within the hotel rooms, there are several types of surface areas such as wood, glass marble and tiles which required more time to clean properly. Generally, one person is allocated per room effective scheduling becomes more critical. 
	Effective time management is an important aspect related to this particular context and while working in a short amount of time it is important for the team leader to increase the manpower for cleaning the room. 
	To prevent this from happening in future, it is important to arrange at least three people per room which will reduce the overall time for cleaning the room properly and reduce the rate of complaints from the guests
	Effective teamwork and collaboration along with the process of handling the necessary soft skills such as attention to detail could be a potential solution for the issue. 

	
Staff negligence 

	There are major aspects related to staff negligence. For example, due to the short time span, the finger marks on the glass windows have been overlooked by the housekeeper which initiates a critical look to the overall cleaning measure of the room. 
	This particular aspect is related to the negligence of the housekeeping staff who unintentionally overlooked the fingerprints on the glass windows that were left by the previous guest of the room. 
	To prevent this from happening in the future, it is important for the staff to go through the training session where they could learn about the necessary soft skills such as the importance of flexibility, effective interpersonal communication regarding the expectation and requirements of the customers and attention to detail. 
	Designing an effective training session could be a potential solution as the measure that could be introduced for improving the overall capabilities of the employees. Collaborative and cooperative measures in this particular context are the major aspects connected to it. 

	
Inadequate supplies related to cleaning 

	As the cleaning of various kinds of surfaces within the hotel room requires several kinds of equipment and supplies. Each of the products has its own life cycle and these products also work differently according to the overall atmosphere or climate of the region. 
	To deal with this issue the integration of premium quality products as the supply for housekeeping and cleaning agents which not only improve the overall lifetime of each product but also facilitate effective operation and procedure regarding the cleaning of the surface. 
	The Integration of ample amounts of cleaning supplies along with effective stock management could be an efficient solution for this particular aspect. However, this particular Idea could be incorporated in the context of a training module for the housekeeping assistants on hotel floors. 
	Effective stock management which includes the monitoring of the usage of cleaning supplies and restacking them effectively as per the need of the situation could be an effective solution that is to be incorporated in this particular training program. 


Table 1: An action plan for the complaint 
(Source: Created by the learners)
Component Three: Presentation
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	Training Notes: There are several manual and electric equipment that is associated with the process of providing and effectively using cleaning services for the housekeeping staff. The manual cleaning equipment includes abrasives, brushes, trolleys, dustbins, dust mops, spray mops, wringers and so on. On the other hand, the electric cleaning equipment includes the Hoover or vacuum cleaner, a box sweeper for cleaning the carpet, a polishing machine to add shine to the floors with tiles or wood, vapour cleaning for controlling the smell within the hotel rooms, electric window cleaner and steam mop. Each piece of equipment comes with a utility instruction and the housekeepers are needed to read it before use. After the completion of the uses, the individual is also required to wash and lean the equipment and effectively sanitise them for further use (Reinhardt and Kern, 2018). 
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	Training Notes: The chemical cleaning agents are some of the most important equipment related to the housekeeping services in the hospitality industry. The chemical agents mainly used in the hospital industry are water vinegar, baking soda, bathroom cleaners, air sprays, carpet cleaners, swimming pool cleaners, bleach, antibacterial components, detergents and so on. Each chemical agent is recognised by the identification of R1 to R9 where R1 to R6 is identified as the general purpose cleaner, sanitiser and water-based freshener and maintainer of the furniture and other regular uses. On the other hand, R7 to R9 are identified as concentrated cleaners that are used in cleaning floors, mopping windows and mirrors and bathrooms and toilets. It is mandatory for the housekeeping assistant to use each of the chemical agents according to the need and quantity. To protect themselves from any kind of health hazard related to the use of chemical agents, it is important for the individual to incorporate gloves and face masks while dealing with them (Hobson et al., 2021). 
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	Training Notes: Dusting and vacuuming are important parts related to the context of housekeeping services. Dusting the items that could produce static electricity is useful for cleaning computer and television screens and other delicate objects. Wipes with alcohol would be used for deodorising and sanitising the wooden furniture. Having an indoor shoe policy and multiple-direction vacuuming could be helpful for collecting even the fewer amount of debris from the floor. It is also the responsibility of housekeeping and filter of vacuum cleaners and hoovers. In case of critical dirt and clutter on the floor steam cleaning is recommended to the individual. Vacuuming under the heavy material could lead to any kind of workplace accident and to avoid these issues one should focus on hoovering under the furniture (Sianipar and Cicilia, 2023). 
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	Training Notes: In the context of moving, the individual housekeepers should change the removable mop head regularly to ensure the cleanliness of the equipment that is being used. There are several commercial products that could be used as mopping agents according to the structure and material of the floor. It is also important to pay definite attention to sensitive surface materials such as marble and premium wood. In the context of sweeping, the individual needs to provide special focus under the bed and other furniture. The sweeping motion should be slow as faster sweeping could spread dirt and dust across the room. It is important for the individual to complete sleeping before starting the mopping, otherwise, it might create more pile on the debris and dirt within the room (Brazil et al., 2023). 


	
	
[image: ]




	Training Notes: In the context of polishing the housekeepers have to be stringent in selecting the amount of police for applying to the products. The polishing techniques for regular materials and the vintage or antique materials are significantly different and one has to read the instruction manual for applying polish to the pieces. In the case of laminated flooring instead of polishing, scrubbing should be used as it might damage the overall lamination of the floor in the case of hardwood flooring and cork floor, polishing should also not be used as these kinds of floors are generally absolved of water and it could be damaged. In the case of ironing the mixture of white vinegar and water could be spread to the materials for avoiding creases and paper clips could also be used in the context of avoiding disorganisation and holding the pleats together (Lloyd, 2023). 
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	Training Notes: Effective time management is a significant factor affecting the overall context of housekeeping services. To initiate effective time management, it is important to schedule effectively with the tasks and strategies to complete it. It is advised to the housekeepers to group the similar types of which would help in providing a faster result in the context of time management. While scheduling, providing a suitable time gap between each task is recommended to the housekeeping assistants as this particular time would help in managing the overall time required for any kind of unwanted or extra services required by the guest of the hotel and team leaders. Delegating tasks by setting a particular timer for the chores could also be a suitable measure related to this context (Quick, 2020). 
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	Training Notes: Effective team performance and collaboration with others is an important aspect related to the training manual for housekeeping services in the hospitality industry. However, it is important for the individual to identify their own roles and responsibilities related to the housekeeping services. One of the major expectations related to it is the incorporation of desk and housekeeping services and maintaining the communication with the room attendants and the front desk team which could be recognised through the AON Hewitt Model. Intelligent housekeeping management would be an effective solution for boosting teamwork. The trainees in housekeeping services should go through cross-training which would be helping improve overall mutual understanding, team morale and productivity. Loading automated decision-making capacity and managing team meetings and locating frequent communications could also be important aspects related to the overall contest of improving collaboration and teamwork for the individual housekeepers (Mullins, 2007). 
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	Training Notes: Attention to detail is an important part of the required competencies for the people in housekeeping services. This particular skill for providing attention to detail is associated with the context of organisation and observation skills of the individual that could be improved through the Deloitte model focusing on autonomy, flexibility, and person-fit. To promote this particular competency, it is required by the individual to engage in activities that are associated with the enhancement of focus and contract concentration. Using the tools and applications for focus sharpening activities to find out the even the trivial aspects that could be a hindrance in the context of the comfort of the guest. Practising observation of the environment and giving attention to different structures could be an effective solution related to the process of improving the skill for attention to detail. Lastly, practising self-care and focusing on the health and well-being of the individual is an important aspect which helps in maintaining the overall for us in the job-related responsibilities of the individual in housekeeping services (Bakker and Leiter, 2010). 
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	Training Notes: Interpersonal skill is considered to be the most significant aspect related to housekeeping services as it helps in interacting through Zinger's model of employee engagement the with colleagues as well as the guests within the hospitality industry. This particular model focuses on connection authentic relationship engagement and recognition among the employees. Maintaining a positive outlook by focusing on the clothes and uniforms, tidiness of the overall body outlook and maintaining opposite body language and gestures could be helpful in establishing proper interpersonal skills. Controlling negative emotions such as anger, irritation, sadness and grief is a significant measure. The housekeeping staff are required to present themselves as a calm and patient individual who is opting for the task and responsibilities given to them. Practising active listening from the guest as well as the other colleagues, and maintaining an effective relationship within the organisation are some of the associated issues in this matter. Also practising empathetic behaviour and being assertive in communication are some of the most important aspects related to it (Bridger, 2022). 
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	Training Notes: Stock management is an important concept related to the optimisation of services in the hospitality industry. The JD-R model Job demands and job resources could be incorporated in this particular context. The housekeeping staff are required to collect general data regularly on the current hotel invented at both primary and secondary levels. The next step is to cross-reference the overall usage of inventory with the existing occupancy rates in the hotel rooms. Identification of the patterns related to the utility and purchasing behaviour of the guests of the hotels is to be reported regularly to the team leader. Lastly, it is also the responsibility of the housekeeping services to maintain the context of restocking the utility agents and pieces of equipment for providing a timely and effective service to the guest (Raghubalan and Raghubalan, 2009) 
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Housekeeping tools (manual and electric equipment)
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Housekeeping tools (chemical agents)
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Housekeeping techniques (dusting and vacuum)

Dusting and vacuuming are important parts related to the
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Housekeeping techniques (sweeping and mopping)

In the context of moving, the individual housekeepers
should change the removable mop head regularly to
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2023).
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Housekeeping techniques (polishing and ironing)
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Effective time management
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Collaboration and teamwork

AON Hewitt Model
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Attention to detail

Deloitte model

e To engage in activities that are associated with the
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2010).
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Interpersonal skills

Zinger's model of employee engagement
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Stock Management
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