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The housekeeping department of hotels is engaged in cleaning, organising and management of guest rooms and public premises of the establishment to regulate a pleasant ambience (Jones, 2007). As a member of the housekeeping team, an individual is supposed to be indulged in the development of better and a safe environment for guests and maintain orderliness around the business property. The presentation of housekeeping skills is immaculate to ensure the development of a safe working environment and ensure the abolition of injuries with the creation of long-lasting and positive first impressions on guests (Indeed, 2023). They have allowed me to be effective in my job and be oriented to listen and tally customer issues and necessities. I have noticed the department is indulged in the regulation of proper cleanliness and has provided ancillary services for the establishment with the creation of a clean, comfortable and safe atmosphere. I have been engaged in making beds and changing sheets and cleaning room supplies and restocking necessary items for guests along with my team. The potency of the discussion on the topic of housekeeping skills is necessary to enhance the detail-oriented nature of customer service and be liable for the completion of proper duties. 
Communication skills allow individuals to interact with others and be engaged in the sharing of information and expression of thoughts and ideas (Coffelt, Grauman and Smith, 2019). In housekeeping, communication skills allow me to interact with guests daily and navigate the interactions politely with positive body language. This is of utmost importance for housekeepers as this can allow them to understand the requirement of assistance amongst subordinates in the team. I have communicated with guests about the provision of toiletries and paper products for their hygiene and need. In my opinion, the housekeeping team should be further envisioned to address the concerns of guests to meet their expectations. Interpersonal qualities of dependability, collaboration, cooperation and accountability need to be posed by the housekeeper for proper comprehension of instructions and to determine the development of confusion amongst guests. The application of theoretical knowledge into the daily operations of the housekeeping team should be attributed to the practice actively listening to issues of guests and providing them with appropriate answers to gain further professional development. In JW Marriot, housekeepers have been attested for the providence of proper attention to customer service, maintain pleasant and professional personalities, and are flexible to work at any time of the week including weekends and night shifts (Indeed, 2023).
Housekeepers should be accountable to observe safety and security policies and be supportive to help the entire team reach common goals and adhere to the providence of high-quality service. The customer service abilities of housekeepers are directed to gain approval from clients and be modulated to excel in their working performance with ample dedication and motivation (Akbar, 2021). I have faced many mishaps and these have failed to provide guests with proper amenities to match their needs but have taken accountability for my actions and explained to the supervisor the cause and attained forgiveness. Such accountability and honesty are required for the declaration and completion of allotted tasks in a team and for being flexible to switch schedules with others as per need. Housekeepers should be attentive and effective in their profession by organising objects and cleaning business premises. The skill of housekeepers is regarded by their meticulous nature towards their duties and responsibilities. 
Time management replicates the handling capacities of housekeepers to juggle various tasks at once and make the most of their shifts. I think time management skills can be levelled with cleaning multiple rooms at once and fulfilling the needs of clients and exceeding their expectations. This can be habituated with the development of the habit of planning tasks each day with the creation of to-do lists. This will aid the priority setting of tasks on shift and reduce the complexities of multitasking. Self-discipline is quite required while working in the housekeeping team and is engaged in the completion of tedious and unpleasant tasks readily. I should be considerate of the consumption of a healthy and consistent diet, which can allow me to be disciplined and focused towards my daily tasks with ample energy. Being trustworthy by other members of the team is necessary for the arena, whichshould be controlled by not sharing private information of guests and maintaining integrity and honesty within the establishment. I have noticed the presence of valuable items of clients and have escorted them into secure places to reduce the chances of theft of the same. Physical flexibility and strength are required for the role of housekeeper and can be managed with daily exercises.
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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?


	Unpleasant odour from the washroom 
	Lack of proper cleaning of the washroom by associates 
	Communicate with associates and determine their accountability 
	Providence of training and development opportunities for employees to guide their daily operations
	Introduction of compulsory enrolment of employees in online training classes on their off days 

	Stained bed sheets 
	Absent-minded associates forgot to change bed sheets 
	Track the number of mistakes caused by associates 
	Ample supervision by team leaders and providence of direct feedback to staff regarding their mistakes  
	Training of team leaders and supervisors to be participative and attentive to services provided by ground staff 

	Used plates left on the table 
	Associates have left used plates for cleaning by the Food and Beverage department 
	Host a meeting with the Food and Beverage team leader of the floor and determine the reason  
	Hosting inter-departmental meetings to encourage collaboration and communication within both teams 
	The organisation of unified lunch sessions within the organisational premises to boost team effectiveness 

	Dirty floors
	Ineffective cleaning management by room service representatives
	Communicate with representatives regarding the daily cleaning of floors
	By training provision and guiding staff behaviour, such instances would not occur in future.
	Team effectiveness can be accelerated by scheduling tasks of members to having regular cleanliness of rooms.

	Dirty walls
	Irregular cleaning of walls
	Supervising members on keeping walls cleanliness in check on a regular basis
	This can be prevented by maintaining a regular check of the walls of guests' rooms.
	Team can be encouraged to share their ideas on maintaining the regular cleanliness of guest rooms.

	Stained glasses
	Unchecked utensils during room service
	Correcting staff behaviour for their irresponsible and careless attitude towards their duties
	Staff can be reprimanded for their poor customer service.
	A collaborative approach to working can be promoted to lower the daily burden of work of staff representatives.




Component Three:
Contribution to Overall Module Assessment: 50%
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.

	Introduction
[image: ]

	Training Notes:
The supposed training is going to teach the housekeeping team the way to keep themselves motivated and directed to meet organisational goals and reduce future complaints. The following slides will demonstrate the benefits of effective housekeeping procedures on client satisfaction and experience. Training is necessary to guide the daily operations of the housekeeping department and provide ample service to the intended customer base to achieve satisfaction. 
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	Training Notes:
The areas of cleaning expected from a room service should be considered by every member of the housekeeping department. Physical and chemical cleaning ensures the sanitisation of a surface for the removal of oil and dirt with hard chemicals respectively. 
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	Training Notes: The housekeeping team needs to follow the presented housekeeping standards. Housekeeping department is engaged in respecting the privacy and confidentiality of customers and should clean the room imperatively observing the checklist of the same. 
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	Training Notes:
The cleaning checklist should be regularly maintained for healthy and lively room maintenance. Compliance of the housekeeping department with the ethics and cleaning standards is integral for the improvement of the overall reputation of the respective establishment. 
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	Training Notes:
The organisational example demonstrates how effectively employees are engaged in the hotel, which improves their wellbeing. Health Care Program is important for the improvement of employee engagement and wellbeing and is considered to be holistic for the management of physical, mental and emotional health of concerned staff and enhance services. 
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	Training Notes: It is likely that by following the mentioned model there will be an increase in people engagement. This will enhance the alignment of people's behaviour with organisational values and make them feel pride in their association with the business. Additionally, it will make them engaged with the organisation. The major elements of the ISR Model are cognitive, affective and behavioural. Cognitive marks when employees engage in understanding and believing the mission, values and goals of an organisation and affective narrates the sense of pride within the same.  
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	Training Notes: The organisation has effectively implemented the employee engagement model. From the behavioural aspect of the model, Trinity has been handling employee engagement with proper career development and team-building actions for advancement.  
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	Training Notes: These are some of the health and safety procedures to be maintained in housekeeping service. The housekeeping department should be trained in the observance of proper lifting techniques and reducing the occurrences of cross-contamination.
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	Training Notes: Maintenance of the mentioned procedures are essential for varied reasons. With the proper allotment of health and safety procedures, the hospitality industry can manage positive employee health and wellbeing (Hu et al., 2021)
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	Training Notes:
It can be summarised that to enhance consumer experience effective customer service should be provided in the housekeeping department. The hotel industry should be attributed with impeccable health and safety regulation services for the management of proper employee engagement and growth. 
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+ The purpose of training is to enhance the outcomes of housekeeping service
on customer or guests safisfaction and experience level (Olimovich,
Bakhtiyorovich and Salimovna, 2020).

- The present presentation will Serve as an educational tool for housekeeping
representatives by discussing the best practices

« There will be the application of ISR (International Survey research) model of
employee engagement with organisational examples to demonstrate the kind of
engagement expected from employees.
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Physically clean

The surface is cleaned and free from dirt and dust (Dancer and Kramer, 2019)

Chenmically clean

Harmful chemicals are cleaned in this process.

Bacteriologically clean

Entomologically clean

Osmologicaly clean

Terminally Clean

Harmful bacteria are cleaned from the surface that may cause disease or infection, and clinic standard is followed in this process.

Cleaning standard prioritises safety from pest or insects

Organic and inorganic matter is effectively cleaned in this cleaning process. This helps in removing bad odour as well

Sanitisation is followed in this cleaning process to kill pathogenic microbes.
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The attendants should respect the guests' privacy and follow the standard operation procedure of entering or knocking on guest room.

Inspection of the guest room is vital against the desired results or standards to identify possible cleaning problems before any guest
notices and raises a complaint (Knezevic Cvelbar, Gran and Dolnicar, 2021).

The room should remain clean and spotless with a fresh fragrance (Chan, Gao and McGinley, 2021).
Deep clearning is also needed o ensure every area is covered as per the checkiist for cleaning
Deep cleaning requires special schedule for every guest room.

Major areas of cleaning are desks, chairs, trash cans, knob card, curtain, drapes, window, sofa, beds, table, lampshade, message pad,
pen, carpets, bottle openers, and thermos flask

Other major areas to be cleaned are fissue box, mini bar, TV remote, bed side lamp, nightstand surface, picture or fame light, writing
material, menu, hotel directory, desk lamp and amenty folder
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The possible outcomes of compliance with cleaning standards will be effective
in enhancing the feel and look of the guest rooms.

Besides this, there will be an increment in the retention rate of satisfied
customers that will leverage the chance of future visits and word-of-mouth
promotion (Pillai ef al,, 2021)

Even more business reputation will be sustained.
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Anorganisational programexample which shows best practices in employee engagement and employee wellbeing s health program

Itis a holistic approach that focuses on the emotional, physical and mental health of employees. It also focuses on career development,
team building, financialplanning, recognition,social impact and sustainabilty.

Employees are given opportuniies suich as walking breaks andfitness breaks. Relaxation spaceis available o associates.
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The major elemerts are:
+ Cognitive

Employee when starts believing in the mission, goals and values of an organisaton their engagement increases (Limon, Hossain and Amin,
2019) It alsoinfluences a sense of belonging and makes a person feel proudto work ata business:

- Affective
Itmakes sure that employeesfeel pridein theirinvolvementwith the company. Thi
- Behaviowal

This element foauses on actions, feelings and beliefs to establish practical and relevant sirategies for enhancing the engagement of
‘employeesin aworkplace.

isrelatedto loyaltytowards a business.
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+ Cognitive
InTrinity's case, the focus on employee welkbeing makes the employees feel a sense of belonging andproudtowork atthe organisation.
- Affective

AtTrinity, the employees are loyalto the business because of its numerous benefs.

+ Behavioural

Employee engagementin the hotelis managed with career development andteam-buidnginitiatves (Khanzad and Gogyabad, 2021).
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‘While housekeeping staff should be trained in lifting techniques safely.
= There should be education and training on cross-contamination.

- Employees should be trained and provided with personal protective equipment

- Safe handiing of sharp or harmful equipment will be taught to employees (Rosemberg, 2020).
+ Caution signs should be present
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The following health and safety procedures would contribute to the safe
management of cleaning practices.

Additionally, employees’ health and wellbeing will be ensured (Rawal et al.,
2020).
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It is summarised that a well cleaned and safe housekeeping is done by
following safe procedures that meet the cleaning standards or checklist of a
hotel

Besidesthis industry best example of employee engagement can be practised.

There has been the provision of an employee engagement model to
demonstrate the areas of employee engagement
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