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Student Journal / Operating Hotel Facilities
Key Skills Required When Working in the Housekeeping Team
Housekeepers are crucial in maintaining the cleanliness of public and private facilities, and they do so by sustaining the appearance of those facilities. Housekeeping skills are essential in enabling housekeepers to be effective in the discharge of duties. They are required to follow instructions and can use various machines and devices used in housekeeping. The skills include customer service and attention to detail. However, the skills may depend on the client and the duties the housekeeper should perform. Organizational housekeepers may have different duties than personal housekeepers (Marneros et al., 2020. 240). However, for effectiveness, all housekeepers must have various skills in performing their duties.
Effective housekeepers must have time management skills, attention to detail, and excellent communication and interpersonal skills. Additionally, they should be flexible, focus on customer service, and develop hard housekeeping skills. They should relate well with clients since the success of their work is based on the client's approval. Housekeepers may need to perform several tasks within a short time. For example, they may be required to do daily cleaning. These everyday jobs call for them to be good time managers and set a schedule to ensure they perform their roles on time. They should also be punctual in finishing cleaning within the duration expected by the client.
Furthermore, they should be detail-oriented to be efficient in their work. This attention to detail helps them perform all tasks without neglecting others. The attention to detail is useful because they may be required to clean all facility areas, including the windows and the doors. The more thorough a housekeeper is and the more attentive to detail the person is, the more efficient the housekeeper is at the job. 
Housekeepers should have effective communication skills to communicate efficiently with clients, colleagues, and supervisors. Housekeepers may not meet clients' needs without effective communication and overlook essential aspects of housekeeping. Communication and interpersonal skills help housekeepers deal directly with clients and relate well with coworkers. Housekeepers should be dependable and uphold teamwork and responsibility. 
The other vital skill for effective housekeeping is flexibility. Housekeepers should be flexible since they may be required to work at different hours based on clients' needs. For example, if a housekeeper is assigned to clean an office building, the individual may be required to wait until the employees leave their office or may be needed to clean the offices at night or early in the morning. Flexibility enables housekeepers to be available for more jobs and make more money.  
Housekeepers work in other people's facilities, and accidents may happen. When they occur, housekeepers should be honest with their clients. Lying about broken items is not a trait any client or an employer would want to see. However, to avoid accidents, housekeepers should adopt organizational skills to keep rooms neat without causing damage. They should organize rooms tidily according to the requirement of the client. 
Most importantly, for housekeepers to be effective, they must have hard housekeeping skills such as laundry, vacuuming, sweeping, and trash removal. Additionally, they should have mopping, cleaning, and dusting skills. Laundry is a common task for housekeepers, especially those who clean hotel rooms (Whiting and Symon, 2020. 1086). Knowing how to operate laundry equipment and handle delicate fabrics helps housekeepers in their cleaning jobs. They should also be familiar with vacuuming to keep facilities free of dust. They should possess the ability to operate vacuum cleaners. Housekeepers should also be familiar with various types of brooms, their uses, and how to maintain them. This knowledge helps them do their sweeping effectively and remove the trash efficiently. When removing trash from waste bins and taking out the garbage, housekeepers should know how to dispose of any hazardous materials without predisposing their health and that of others. They should know how to deal with garbage while enhancing environmental sustainability. 
Ironing is the other skill required for housekeepers in hotels and other businesses that require formal attire. Excellent ironing is very helpful in maintaining the professional appearance of clients and how the housekeepers present themselves to guests. However, ironing requires good time management since it is tedious and time-consuming. 
Personal Reflection
From my experience as a hotel housekeeper, interpersonal and physical stamina skills are vital for effective housekeepers. Additionally, knowledge of how to operate the machines, tools, and devices used in housekeeping is very useful in performing duties. This knowledge of machines enabled me as a housekeeper to do cleaning, mopping, sweeping, and vacuuming. Relating well with colleagues and clients is the other important strategy for effectiveness in housekeeping. Communication skills help a housekeeper talk about any problems with the clients. A strong relationship with clients fosters customer satisfaction. 
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – You have just been promoted to the team leader for a floor within the hotel. A guest complained that their room had not been appropriately cleaned on their arrival. 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?


	Uncleanliness and lack of order.  


	Poor cleaning services
	Tell the housekeepers to improve. 
	Elect a supervisor to oversee all the cleaning services on the hotel floor. 
	Establish cleaning protocols and quality control standards. 

	Malfunctioning appliances and broken furniture. 


	Lack of maintenance services. 
	Request the finance office for funds to repair or replace the broken equipment. 
	Carry out maintenance services regularly. 
	Establish quality control measures when buying equipment. 

	Inconsistent temperature control (inadequate heating or cooling).  


	Inferior room temperature control. Lack of proper air conditioning (AC) appliance. 
	Request funds to replace the existing air conditioning appliance.  
	Inspect how the air conditioner is working daily. 
	Collect guest feedback every day and use it to make decisions. 



	Inconsistent internet services and slow connections. 


	Unreliable internet service provider. 
	Look for another internet service provider with a better internet connection. 
	Monitor how the strength of the internet connection every hour. 
	Implement guest bandwidth manage

	Uncomfortable bedding, mattress, or pillows. 


	Poor monitoring and maintenance. 
	Request funds to purchase new bedding, mattresses, and pillows. 
	Inspect the bedding every morning and before a guest is accommodated. 
	Introduce proper usage instructions.




Component Three:
Contribution to Overall Module Assessment: 50%
Your task is to create and prepare a presentation following the detailed scenario.

As the floor housekeeping manager and given the recent guest complaints, you need to put together an introductory 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.

	

	Training Notes:[image: ]

	Guest complaints can be detrimental to customer satisfaction and hotel performance. Guest complaints emanate due to poor housekeeping and related problems such as the sight of debris, spills, and clutter (Middleton, 2020, p. 23). Such mistakes can be eliminated through effective training of the housekeeping team. Training the housekeeping team will improve the quality of housekeeping services and cleanliness and save the hotel money utilized during panic clean-ups. This presentation focuses on the housekeeping team's training program to enhance housekeeping's effectiveness. Also, the training will help to mitigate guest complaints while improving customer satisfaction. Besides, the training will remind the team about the brand standard and the health and safety procedures to follow for an excellent guest experience. 

	Training Notes:[image: ]

	The housekeeping team must be aware of the brand standards. The team must remember the brands’ standards to ensure they act according to them. Brand standards are the minimal service and product expectations within the eye of the customer (Van de Sand et al., 2020). The standards will be clearly defined for every member of the housekeeping team. This will help each team member to be aware of what is expected of them. The information concerning the brands’ standards will include details about cleaning techniques, the use of chemicals, and quality control standards. The team will be reminded about the acceptable cleaning techniques used at the hotel. Those who have forgotten will be reminded of these standards through training. 
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Description automatically generated]

	The second step is to establish a routine to be followed by the entire housekeeping team. A daily cleaning routine for the team will be established. The routine will include regular tasks that are imperative for maintaining cleanliness. Also, the routine will consist of regular tasks essential for maintaining orderliness and organization. The housekeeping team will be made aware of the routine and accountable for their responsibilities. A duty roster will be developed specifying the roles and responsibilities of each housekeeping team member. Any changes to routine will be communicated to the team in advance to make rectifications early enough and avoid disruptions that can lead to uncleanliness or lack of order and organization. 
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Description automatically generated]

	In addition, the staffs will be provided with regular training and development. Regular training will equip the team with the needed skills to handle cleaning equipment and chemicals (Tra, 2020, p. 3). Also, regular training will make the team aware of innovative cleaning techniques and technologies that will enable them to deliver high-quality work. Moreover, the housekeeping team will be trained to wear protective gear while using chemicals. This will help to avoid accidents during the cleaning process. There will also be lessons on how to prevent spills that can cause accidents during cleaning operations. 
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	There will also be training on how to check cleaning products. Ensuring appropriate cleaning products for the correct surfaces will improve safety (Gharpure et al., 2020, p. 2946). Also, all the cleaning standards should meet the brands’ quality standards. The housekeeping team will be trained to check if all the cleaning products meet the set quality standards. Besides, the housekeeping will be trained on how to maintain equipment. Poorly maintained housekeeping equipment can lead to poor cleaning and guest complaints. The team will be trained to maintain and inspect cleaning equipment such as vacuum cleaners and mops to ensure that they are functioning correctly and do not pose any risk to health and safety. The team will learn how to use technology to conduct monitor quality analysis. 
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	Furthermore, the housekeeping team will be trained to follow health and safety procedures. The training will focus on safety procedures, including proper waste disposal, use of protective gear, and immediately reporting any incidents or accidents. The importance of following health and safety procedures will be emphasized regularly to ensure that the team becomes accustomed to doing their work according to the required health and safety standards. New team members will always be trained about these health and safety standards to avoid mistakes. 
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	Monitoring is an essential part of ensuring quality housekeeping services. Some team members will be trained to monitor the housekeeping team's work regularly to ensure that the brand standard is met and that health and safety procedures are followed. Also, these members will be trained to provide feedback to the other members. Besides, these individuals will motivate their colleagues always to do a good job. They will be trained to Recognize and appreciate the efforts of the housekeeping team and encourage them to work towards achieving the brand standard and following health and safety procedures.
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	Moreover, the housekeeping team will be trained on how to communicate effectively. Communication training will help the team to work more effectively and avoid conflicts (Fogler et al., 2021). Team members will be trained to listen actively when communicating among themselves and with other staff within the hotel. Active listening means paying attention to the speaker and understanding their perspective before responding. This can help avoid misunderstandings and miscommunications. Besides, the team will be trained to communicate clearly and concisely. This will be coupled with training on the various communication channels they can use at different times and in different situations. The team will also be trained to receive feedback from customers and managers. This will help them to improve their service delivery continuously. 
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Training on Brand Standards
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Routine Creation

A routine will be established for all housekeeping activities
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Training on Safety and Use of Equipment
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Training on Cleaning and Maintenance
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Training on Health and Safety Standards
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Training on Monitoring

Training on monitoring fellow team members work
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Training on Effective Communication

The team will be trained on how to communicate effectively
This will include active listening
Receiving feedback

Use of various communication channels for different situations
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