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	To operate in a housekeeping department and maintain cleanliness in a range of settings, a number of key skills are required. Housekeeping employees are required to create a pleasant and comfortable atmosphere for guests and visitors. For a cleaning crew to succeed in any situation, whether hospitals, hotels, or other enterprises, the following skills are required: 

Accuracy in all aspects of housekeeping is critical. Team members must have a keen eye for spotting dirt, dust, stains, and other signs of unkemptness. Every space, from rooms to common spaces, must be properly cleaned and maintained to a high standard. Paying attention to the details also assists in detecting maintenance issues or potential safety hazards that should be addressed immediately. (Lundberg, Lindahl, 2018)

Housekeeping requires solid time management skills because there are typically multiple chores and deadlines to meet. Housekeepers must efficiently manage their workload, identify priorities, and complete tasks within the time allocated. This skill is especially important in hotels and other high-occupancy environments where quick turnover is necessary to set up rooms for new visitors.

Working together and communicating effectively within the housekeeping team necessitates great communication skills. Housekeepers must be able to communicate with coworkers, bosses, and other staff members. Clear and easy communication makes it simpler to understand exact orders, organize responsibilities, and resolve any difficulties or concerns that may arise during the cleaning process. (Kim, Lee, Lee, 2019)

Housekeepers must have a solid understanding of cleaning procedures and best practices. They must be educated on various cleaning products, equipment, and instruments, as well as the proper usage and safety precautions for each. To achieve optimal cleanliness while avoiding injury, it is critical to understand diverse surface types and their specific cleaning requirements. (Yoshida, Fujii, 2021)

Physical endurance and health are required for the physically demanding activity of cleaning. Housekeepers routinely stand, move, lift, bend, and reach heavy objects over extended periods of time. Endurance and strength are essential to manage the physical demands of the job efficiently and avoid tiredness or injury. (Lee, Lee, Han, 2021)

Housekeeping employees face a range of obstacles and unexpected incidents during their shifts. To effectively solve difficulties, they must be creative, adaptable, and capable of critical thinking. This involves answering visitor complaints, dealing with spills or stains, resolving logistical issues, and adapting operations to new scenarios while maintaining a high level of cleanliness and client satisfaction. 

Housekeeping personnel are routinely permitted access to visitors' personal belongings and private places. It is critical to maintain secrecy, reliability, and professionalism at all times. Housekeepers are required to respect visitors' privacy, care for their belongings, and adhere to high ethical standards. (Kusumawardhani, Arinto, Suhatril, 2019)

Managing many tasks at once is an element of housekeeping. Housekeepers must manage their time effectively, set priorities, and multitask without affecting the quality of their work. This talent is especially helpful in chaotic environments when there are numerous rooms or areas to clean in a short amount of time.
Employees must be adaptable and versatile in their approach to their tasks. They must be prepared to change their plans, tasks, and priorities in response to changing needs or unexpected occurrences. This includes reacting to last-minute requests, resolving emergencies, and assisting with one-of-a-kind events or circumstances that may need more cleaning or assistance. 

Although the primary purpose of housekeeping is cleanliness, it also contributes to the overall tourist experience. The professionalism, openness, and helpfulness of housekeepers, who regularly interact with guests, contribute to their happiness. The role necessitates a high degree of customer service, the capacity to respond to guest requests or complaints, and a positive attitude. (Duncan, Moscardo, Ross, 2017)

 In conclusion, a cleaning team must have a range of skills to ensure customers' comfort, cleanliness, and enjoyment. Attention to detail, time management, interpersonal talents, cleaning expertise, endurance, problem-solving skills, discretion, reliability, multitasking, versatility, adaptability, and customer service orientation are key characteristics that contribute to the success of a housekeeping staff.

These skills are required in a number of situations, including hospitals, hotels, and other institutions where cleanliness and upkeep are critical. The cleaning staff is critical in establishing a warm and sanitary environment, whether it's ensuring that guest rooms are pristine or that communal areas are maintained clean and disinfected. 

Teamwork and communication are also essential for successful cleaning. A successful team is built on strong connections, good communication, and a supportive workplace. Housekeeping staff members may surpass customers' expectations by working collaboratively.  

Even though corporate demands differ, the abilities are an excellent foundation for housekeeping team effectiveness. Housekeeping workers must be committed to quality, knowledgeable about industry standards, and always working to improve their abilities and adapt to changing demands.  

A well-rounded cleaning crew possesses a blend of technical knowledge, interpersonal skills, and a strong work ethic. They significantly improve the overall guest experience and uphold the reputation of the institution for which they work, such as Hotel Trinity, by consistently delivering superior cleaning and customer service.
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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?


	

The guest finds that the bathroom at their accommodation has not been cleaned thoroughly. The previous resident left behind soiled towels, a dirty toilet, and hair in the sink.

	Possible explanations: 
1) If the hotel is short-staffed or experiencing high occupancy, the housekeeping team may be overwhelmed with the number of rooms to clean within a limited time frame. In such cases, they might rush through the cleaning process, leading to oversights and inadequate cleaning.

2) The team leader or supervisor responsible for overseeing the housekeeping staff may have failed to adequately inspect the room before the guest's arrival. Insufficient supervision can result in missed cleaning tasks and a lack of attention to detail.

3) Housekeeping staff are human and can make mistakes. Despite their best efforts, they may accidentally overlook certain areas or fail to remove all traces of the previous occupant's belongings.
	Possible solutions:

1) As team leader, I would immediately analyse workload and assign resources to handle personnel shortages or high occupancy. Transferring staff from other departments or employing temporary workers may help the housekeeping crew. We can clean each room thoroughly and avoid rushing by having enough employees. 

2) I supervise housekeeping employees as team leader. I would verify all cleaned rooms before guests arrive to fix the monitoring issue. This would require regular and comprehensive inspections, protocols to ensure that all cleaning duties are accomplished, and further training or assistance for workers who need it. I can promote thorough cleanup and maintain standards by stressing detail and visiting with the housekeeping crew often. 
 
3) I would address the problem by encouraging the housekeeping crew to be accountable and improve. Open communication channels allow personnel to disclose faults without fear of repercussions. This would help us identify common mistakes and give more training or assistance. Refresher training and performance reviews can reduce human error and encourage high-quality cleaning services.
	Possible solutions:

1) Check and predict levels of occupancy to determine staffing needs. Based on workload, housekeeping crew may be adjusted. 
Cross-training housekeeping staff ensures flexibility. During busy periods, staff can help in other areas, minimizing their effort. 
Have a pool of available cleaners to accommodate unforeseen occupancy swings. 
 
2) Create a room-specific inspection methodology. Team members should be informed of this protocol's cleanliness and detail requirements.
To maintain standards, examine cleaned rooms often and randomly. Give staff members constructive comments to improve. 
Create an accountable and responsible housekeeping staff where each member knows their role in cleanliness and takes pleasure in their job. 
 
3) Train housekeeping personnel to be diligent and detail oriented. This should cover neglected regions.  
Encourage personnel to report errors and difficulties. This identifies patterns and offers focused instruction or reminders to improve certain areas. 
A second staff member checks each room after cleaning to catch any missed places. This adds quality control and reduces human mistakes.
	Possible measures: 

1) Regular workload evaluations will ensure the housekeeping crew is properly staffed for occupancy levels. This entails examining past data and anticipating peak and off-peak personnel demands. 
Optimize productivity by scheduling and assigning tasks. This involves assigning cleaning duties based on team members' strengths and talents, distributing burden fairly, and giving enough time for thorough cleaning. 
Cross-train housekeeping staff. This helps individuals acquire a varied skill set and assist in other areas as needed, avoiding personnel shortages and improving team performance. 
  
2) Create an organized housekeeping supervision system. To achieve uniformity and detail, room inspections may require checklists or established methods. 
Supervisors need frequent leadership and inspection training. This develops a strong eye for cleanliness and equips them to express expectations and give constructive comments to the team. 
Establish a feedback loop between supervisors and team members to encourage open communication and rapid problem-solving. This encourages team members to produce high-quality work in a supportive setting. 
 
3) Provide thorough housekeeping staff training on correct cleaning methods, attention to detail, and protocol. Refresher training reinforces key principles and addresses typical errors. 
Regular spot checks or audits can detect reoccurring mistakes or oversights. This data may be utilized to identify training needs. 
Encouraging personnel to discover and execute error-prevention strategies promotes continual improvement. Team meetings, suggestion boxes, and award systems for innovation and achievement can help.


	

When the guest arrives in their room, they discover that the bed is unmade. The bed cover and pillowcases both have noticeable stains, and the sheets are wrinkled.

	Possible explanations:

1) There could have been a miscommunication about the condition of the room between the front desk employees and the housekeeping team. The mistake of not making the bed or changing the sheets may have occurred because the front desk neglected to inform the housekeeping staff that the room was occupied and needed to be readied and cleaned. 
 
2) The housekeeping employees in charge of making the beds and maintaining the hotel's cleanliness standards may not have gotten the required training. They might not have known the proper methods for making beds and making sure the linens are clean and stain-free if they hadn't received the essential instruction and direction.  
 
3) Due to the large number of rooms that needed to be cleaned in a short amount of time, the housekeeping staff may have been under pressure. In these situations, it's possible that they emphasized finishing the cleaning jobs as soon as possible rather than paying close attention to every detail, resulting in an unmade bed and missed stains on the sheets.
	Possible explanations: 
 1) A reliable room status update system can improve front desk-housekeeping communication. Software or electronic communication technologies that offer real-time updates on occupied rooms and cleaning needs may be used.  
Have periodic front desk-housekeeping meetings to advise everyone of any room cleaning modifications or special requests.  
Encourage front desk and housekeeping staff to communicate openly and swiftly to resolve any issues.  
 
2) Develop a comprehensive bed-making, cleanliness, and detail-oriented housekeeping training program for new and seasoned staff.  
Provide hands-on bed-making instruction to staff.  
Create a mentorship program for new housekeeping recruits to learn the hotel's standards and expectations from experienced staff.  
 
3) Evaluate workload and number of employees to ensure the housekeeping team has enough workers for occupancy and cleaning.  
Use proper scheduling to optimize productivity and provide ample time to clean, including making beds and changing bedding.
Set reasonable timelines and prioritize important tasks to prevent rushing. This may involve hiring additional temporary workers during high occupancy or prioritizing non-essential duties at quiet times.
	Possible solutions:

1) To ensure accurate and fast room status updates, employ an integrated communication system like a program or platform. The front desk may promptly tell housekeeping when a room is occupied or needs cleaning using this technique. 
Regularly instruct the front desk staff and housekeeping employees on communicating and updating room statuses.
To eliminate confusion, create a communication channel between the front desk and housekeeping. 
 
2) Create a uniform bed-making, cleanliness, and detail-oriented housekeeping training program. New hires should get this training and current employee should receive refresher sessions. 
 To maintain bed-making consistency and cleanliness, provide visual and written instructional materials. Staff should be able to quickly consult these documents. 
 Mentor new recruits with seasoned housekeeping workers or trainers. Mentoring may reinforce good methods and give continuous training and feedback. 
 
3) Based on occupancy and cleaning needs, analyse workload regularly to establish workforce numbers. To avoid overworking the housekeeping crew, adjust personnel numbers. 
 Prioritize important jobs and use technology to optimize workflows to improve task management. This gives the housekeeping service enough time to make beds and change linens in each room. 
Encourage a welcoming and collaborative workplace where workers may discuss workload issues. This offers proactive solutions like work reorganization or peak-period help.
	Possible measures: 
 
1) A communication log or online system can expedite front desk-housekeeping communication. This provides accurate and prompt communication of room statuses, customer requests, and specific instructions. 
To improve front desk-housekeeping communication, hold frequent cross-departmental meetings or briefings. This facilitates open discussion, expectation clarification, and communication gaps. 
Establish standard operating processes for upgrading room statuses and conveying guest requests to housekeeping. Communication is consistent and accountable. 
  
2) Create a comprehensive bed-making, cleanliness, attention to detail, and customer service training program for all housekeeping personnel. 
Give workers hands-on bed-making instruction with qualified trainers. Feedback and performance reviews can reveal areas for development and give continuous assistance.
Create a housekeeping mentorship program for new recruits. This promotes information sharing, continual learning, and compliance with standards. 
  
3) Check workload and personnel levels to match hotel occupancy and cleaning needs. To reduce housekeeping workload, adjust employee levels. 
Optimize productivity and time management with smart scheduling and job management. Technology can assist prioritize work, measure progress, and allocate time to each space. 
Encourage housekeeping teamwork. To help team members during busy times, encourage communication, support, and cross-training.

	

The guest finds that their room's kitchenette has to be thoroughly cleaned. They discover sticky counters, food leftovers in the refrigerator, and dirty dishes in the sink.  
	Possible explanations:

1) It's possible that the kitchenette area was unintentionally missed when cleaning the room by the housekeeping service. They could have accidentally overlooked the kitchenette throughout the cleaning procedure because of the numerous chores and little amount of time available, concentrating more on noticeable rooms like the bedroom and bathroom. 
 
2) The kitchenette area may not have received enough attention from the housekeeping personnel, which resulted in insufficient cleaning. There may have been dirty dishes, food leftovers, and sticky counters since they hurried through the cleaning procedure or weren't properly taught on how to clean kitchenettes. 
3) It's also possible that the room's former inhabitant neglected to keep the kitchenette clean and used it improperly. They could have neglected to throw away leftover food, left filthy dishes in the sink, or left sticky residue on the counters. In these situations, it's possible that the housekeeping crew overlooked these problems when cleaning.
	Possible explanations:

1) Create a thorough checklist for the housekeeping team that details the precise jobs and kitchenette areas that need to be cleaned. This makes sure that when cleaning, the kitchenette space is not missed. 
To underline the value of careful cleaning in all parts of the room—including the kitchenette—conduct frequent training sessions. Reiterate the importance of paying attention to details and offer advice on efficient ways to clean worktops, sinks, and kitchen appliances. 
To guarantee that the kitchenette area is constantly cleaned to the appropriate standards, use a system of sporadic spot checks or inspections by supervisors. 
 
2) Improve training programs to give housekeeping personnel thorough guidelines and cleaning methods for kitchenettes. This covers the right ways to wash dishes, sanitize surfaces, and get rid of sticky substances. 
Assign experienced workers or trainers to supervise and guide newer or less experienced employees' work while offering direction and criticism on their attention to detail. 
To address any gaps in attention to detail, implement routine performance assessments and feedback sessions. As necessary, give more instruction or support. 
  
3) Remind visitors that it is their obligation to keep the kitchenette clean by posting clear and conspicuous instructions or rules there. This can involve reminders to clean up after yourself, wash your dishes, and properly dispose of food.
Brochures or online resources that highlight correct kitchenette usage and cleaning standards should be made available to visitors. The space can be furnished with these materials, or they can be made available online. 
After check-out, periodically check the room to make sure that visitors followed the rules for keeping the kitchenette clean. If any problems are found, take care of them right once and let the visitors know what they need to do.
	Possible solutions: 

1) Implement a procedure to clean and examine all spaces, including the kitchenette. Use checklists or digital tools to catalog cleaning activities and places. 
Designate kitchenette cleaners. They can focus on kitchenette cleaning and decrease oversight with this specialty. 
To guarantee all spaces, including the kitchenette, are cleaned, have a second team member or supervisor examine each room after cleaning. 
  
2) Provide thorough kitchenette cleaning training to housekeeping workers. This involves teaching appropriate dishwashing, sanitization, and detail. 
Refresher training sessions should emphasize rigorous cleaning and update cleaning techniques and materials. 
Create a visitor feedback system for kitchenette cleaning concerns. These comments can help identify areas for development and detail shortages. 
 
 3) During check-in, explain kitchenette cleaning standards. Verbal instructions, room signs, and welcoming brochures can achieve this. 
To promote visitor housekeeping, check and replace kitchenette items like dish soap and cleaning supplies. 
Check occupied rooms often to verify visitors are keeping the kitchenette clean. This permits immediate response to guest noncompliance.
	Possible measures:  
1) Provide complete housekeeping instruction that stresses detail and thorough cleaning in all parts of the room, including the kitchenette. This training should address cleaning methods, time management, and priority. 
Refresher training courses help personnel learn new cleaning methods and standards. 
Improve front desk-housekeeping communication to guarantee correct room status and cleaning requirements. Daily briefings, straightforward communication, and digital room status updates can achieve this. 
  
2) Supervisors or quality assurance staff should do frequent quality control inspections. The kitchenette and other ignored areas should be thoroughly inspected during these examinations. Inspection results should inform remedial measures. 
Create a kitchenette cleaning checklist with all necessary steps. Housekeeping workers should follow this checklist to ensure uniformity and accountability throughout each room cleaning. 
Create a housekeeping culture of responsibility and accountability by stressing room cleanliness. Recognition and awards encourage high-quality work. 
 
3) Clear kitchenette usage and cleanliness instructions improve visitor communication. Through in-room signs, welcoming brochures, or digital platforms. 
Use a guest survey system to motivate guests to report cleanliness issues. The housekeeping staff should monitor and answer this input to detect and fix reoccurring concerns.
Survey visitors or follow up after their stay to assess room cleanliness and kitchenette condition. These comments can help enhance and evaluate measures.

	

The guest walks onto a stained, filthy carpet when they first enter the space. Additionally, they see dirt and crumbs on the floor, which suggests improper vacuuming.
	Possible explanations:

1) As the team supervisor, I would make sure that every piece of cleaning equipment, including vacuum cleaners, is frequently examined and maintained. To guarantee efficient cleaning, any equipment that is found to be malfunctioning should be reported right once and replaced or repaired. Such problems can be avoided with regular maintenance programs and comprehensive equipment inspections. 
 
2) High foot traffic and time constraints: Considering the projected foot traffic in each room, I would plan cleaning chores after analyzing the occupancy rates. We may make sure that the housekeeping team has enough time to thoroughly clean and vacuum the carpets by assigning enough time for each room depending on its anticipated use. When necessary, the cleaning schedule may be changed, and the workload can be redistributed to free up more time and avoid mistakes. 
 
3) Time pressure or a lack of employees: If the hotel is understaffed or has a high level of occupancy, I would look at ways to relieve the time strain on the housekeeping crew. This might be adding temporary workers at busy times, streamlining operations using technology, or improving the cleaning procedure through training and task distribution. We can lessen time constraints and raise the standard of carpet cleaning by resolving personnel shortages and streamlining procedures.

	Possible explanations: 

1) I would make sure that all cleaning tools, including vacuum cleaners, are routinely examined and maintained in my role as team leader if there was an equipment failure or maintenance issue. To guarantee proper cleaning, any equipment problems should be notified right away and replaced or corrected. Such problems can be avoided with the use of consistent maintenance programs and comprehensive equipment inspections. 
 
2) High foot traffic and time constraints: I would evaluate the occupancy rates and plan the cleaning chores in accordance with the foot traffic that is anticipated in each room. We can guarantee that the housekeeping team has enough time to thoroughly clean and vacuum the carpets by providing enough time for each room depending on its anticipated use. Time limitations can be reduced, and mistakes can be avoided by adjusting the cleaning schedule as needed and dispersing the task. 
 
3) Lack of personnel or time constraints: If there is a staffing shortfall or heavy occupancy at the hotel, I would look at ways to reduce the time constraints on the housekeeping crew. This can be adding temporary workers at busy times, improving the cleaning procedure through instruction and effective task delegation, or putting technology to use to speed processes. We can lessen time pressure and enhance carpet cleaning quality by managing personnel shortages and streamlining procedures.

	Possible solutions: 

1) Maintain cleaning equipment, particularly vacuum cleaners, regularly. Check equipment regularly for problems. Train housekeeping personnel on equipment maintenance and urge them to report issues quickly. To clean carpets effectively, get high-quality, trustworthy equipment. 
 
2) Effective resource scheduling: Given the hotel's occupancy and foot traffic, schedule more time for cleaning. To guarantee sufficient housekeeping workers, examine workload. To avoid hasty cleaning during high seasons, recruit more personnel. Manage time to clean, including vacuuming carpets. 
 
3)Train housekeeping personnel in carpet cleaning, stain removal, and vacuuming. Emphasize detail and careful cleaning of all areas, especially carpets. Supervisors or managers should regularly verify cleaning standards. Give carpet cleaners criticism, training, and support.

	Possible measures:  

1) Regularly maintain all cleaning equipment, especially vacuum cleaners, to guarantee optimal performance. Inspect and repair equipment as needed. Keep enough cleaning equipment on hand for replacements. 
 
2) Time management and job distribution: For heavy foot traffic and cleaning time limits, use efficient time management tactics. Consider occupancy and foot traffic patterns to optimize scheduling for thorough cleaning. Evaluate the workload and provide resources to give the housekeeping staff enough time and assistance. 
 
3) Staffing and training: During high occupancy, provide a well-staffed housekeeping crew to alleviate staff shortages and time demands. To reduce stress and preserve quality during high seasons, hire more personnel or temporary support. Train carpet cleaners on detail and efficiency. Assess employee performance and give comments and training as needed.


	

The visitor discovers that some of the room's amenities, including the TV, air conditioner, and coffee maker, are either not operating at all or improperly.

	Possible explanations: 

1) There may have been an issue with the appliances' equipment. Appliances may experience problems such as electrical malfunctions, mechanical breakdowns, or component breakdowns over time. These issues may arise from normal wear and tear, poor upkeep, or flaws in the production process. If this is the case, the appliances might need to be fixed or replaced in order to operate again. 
 
2) Lack of routine maintenance: If the hotel doesn't have a strong maintenance program in place, the appliances could not get routine checks, cleanings, and servicing. Lack of maintenance can result in the buildup of dust, debris, or mechanical issues that impair the appliances' ability to perform properly. Without regular upkeep, appliances are more likely to malfunction or operate poorly, which can inconvenience visitors. 
 
3) User error or unfamiliarity: Due to user mistake or unfamiliarity, visitors may unknowingly run into problems with the appliances. Certain equipment, like TV remote controls and coffee makers, might be difficult to use, especially if they have sophisticated features or unusual settings. It may be difficult for visitors to use the appliances correctly if they are not given clear instructions or if they are not designed to be user-friendly, leading to a perception of malfunction or non-functionality.
	Possible explanations:  
1) All appliances should undergo routine maintenance and inspections to detect possible problems early and fix them. 
Implement a system for monitoring and documenting appliance maintenance and repairs to guarantee prompt correction of issues. 
Have extra appliances on hand to rapidly replace broken ones and cause the least amount of trouble to visitors. 
 
2) Make sure that every appliance has a thorough maintenance schedule that includes frequent cleaning, servicing, and performance checks. 
Train the maintenance team to quickly detect and resolve frequent problems with appliance operation. 
To guarantee rapid attention and resolution, provide a feedback mechanism where visitors may report any appliance-related difficulties. 
 
3) Make sure that the instructions for using the appliances in the guest rooms are easily accessible and conspicuously displayed. 
Hold routine staff training sessions to acquaint them with the operation of the equipment and how to resolve typical visitor difficulties. 
To reduce uncertainty for visitors, think about incorporating user-friendly equipment with simple instructions and intuitive interfaces.


	Possible solutions: 

1) Adopt a proactive maintenance strategy by doing routine appliance inspections and service to spot any issues or equipment breakdowns before they happen and fix them. 
Keep track of the lifespan and usage of the appliances so that they may be promptly replaced or repaired as needed. 
Work with reputed manufacturers and suppliers to make sure the hotel's equipment meet high standards and are less likely to break down. 
 
2) Create a thorough maintenance program that includes a plan for regular appliance service, cleaning, and inspections. 
Assign a maintenance team or dedicated workers to be in charge of doing routine inspections and responding quickly to any maintenance needs. 
Use a digital maintenance management system to keep track of maintenance operations, set up forthcoming inspection reminders, and record jobs that have been done. 
  
3) Give guests easy-to-follow instructions for using the equipment in their rooms, either through in-room manuals or digital interfaces. 
To help visitors use appliances and handle potential problems they could experience, hotel personnel will receive training. 
Update and repair the appliances often to ensure they are in top operating shape, lowering the possibility of user mistakes brought on by broken equipment.

	Possible measures:  
 
1) Give the hotel employees thorough instruction on how to use and maintain all common appliances located in guest rooms. Inform the team on typical appliance problems that can occur, troubleshooting methods, and when to report issues to maintenance or technical support. 
To guarantee that the personnel can properly help visitors with any queries or issues, stay up to speed on the newest innovations and features of the appliances. 
 
2) Create a detailed maintenance plan that covers regular servicing, cleaning, and inspections of all the hotel's appliances. 
Assign designated team members or a dedicated maintenance personnel to carry out routine inspections and respond quickly to maintenance needs. 
Use a digital maintenance management system to keep track of maintenance jobs, set up reminders for inspections, and guarantee deadlines are met. 
 
3) Making clear and concise instructions on how to use each device in user manuals or instructional guides for visitors. 
To reduce the likelihood of user mistake, make sure that appliances have user-friendly interfaces and clear controls. 
To discover areas for improvement and implement the necessary changes, periodically evaluate the use of appliances and solicit feedback from visitors.





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.
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	Training Notes:
First page of presentation
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	Training Notes:
Welcome! (…) Introduce yourself (…)
With this training we aim to understand that the objective of out team is to improve housekeeping standards, ensure brand consistency, and prioritize health and safety within our department.

Learning Outcomes:
By the end of this training session, you should be able to:
· Understand the importance of maintaining high housekeeping standards for guest satisfaction.
· Identify and adhere to brand guidelines to ensure consistency in appearance and service.
· Prioritize health and safety protocols to maintain a safe working environment.
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	Training Notes: 

WHAT: 
Brand standards in the hospitality industry are crucial because they ensure consistency, establish a unique brand identity, meet guest expectations, optimize operations, support employee training, and build brand reputation and trust. By adhering to brand standards, we can provide consistent experience, differentiate ourselves from competitors, deliver exceptional service, streamline operations, foster employee accountability, and earn guest loyalty. Ultimately, our brand standards contribute to the long-term success and profitability of our hotels in this competitive hospitality industry. (Birtwistle, 2006)

HOW: 
Brand standards have a direct impact on guest satisfaction and loyalty. By ensuring a consistent experience, maintaining high-quality standards, fulfilling the brand promise, building trust and reliability, generating positive word-of-mouth, and encouraging repeat bookings, brand standards play a crucial role in creating satisfied guests. Satisfied guests are more likely to become loyal customers, book repeat stays, and recommend the brand to others, leading to increased guest loyalty, positive brand reputation, and long-term success in our industry. (Lee, Back, 2011)

For example, Ritz-Carlton prioritizes exceptional customer service as part of its brand standards. A key standard is to provide personalized greetings and warm welcomes to guests upon arrival. This ensures that all front desk staff greet guests with a smile, use their names, and assist with their needs. When a business traveler, familiar with the brand, checks into a hotel and receives this personalized welcome, it creates a positive impression and enhances their satisfaction. This consistent experience reinforces their loyalty, leading to continued bookings within the brand and positive word-of-mouth referrals.
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	Training Notes: 

1. Step-by-Step Process: You should thoroughly review the step-by-step process for cleaning a guest room. This includes tasks such as gathering the necessary supplies, removing used linens, emptying trash, dusting surfaces, sanitizing high-touch areas, vacuuming, or mopping the floor, making the bed with fresh linens, restocking amenities, and performing final inspections. By reviewing and following a consistent process, you can ensure that all necessary tasks are completed efficiently and effectively. (Bizzarro, Kelsey, Swanson, 2019)

2. Thoroughness and Attention to Detail: Emphasizing thoroughness and attention to detail is crucial in maintaining high cleanliness standards. You should remember yourself to pay close attention to every aspect of cleaning, including hard-to-reach areas, corners, and crevices. We encourage you to check for any missed spots or areas that may require additional cleaning or touch-ups. Thoroughness in cleaning ensures that guests are greeted with a clean and inviting room, enhancing their overall satisfaction. (Kim, Jeong, Lee, 2019)

3. Proper Use of Cleaning Agents: It is essential to emphasize the proper use of cleaning agents to ensure effective cleaning and guest safety. You will be trained in the correct dilution ratios and application methods for various cleaning agents. You should also be aware of any specific safety precautions, such as wearing protective gloves or ensuring proper ventilation while using certain chemicals, but you will understand all this in the next training. Adhering to proper usage guidelines ensures effective cleaning results while maintaining a safe environment for both you and the guests. (Lee, Back, Lee, 2019)

4. Proper Use of Cleaning Equipment: Proper use of cleaning equipment is equally important. You will be trained in how to use equipment such as vacuum cleaners, steamers, mops, and dusters correctly. This includes understanding the appropriate settings, techniques, and maintenance procedures for each piece of equipment. Using the right equipment properly improves cleaning efficiency and ensures that surfaces and amenities are thoroughly cleaned without causing any damage. (Prayag, Spector, Orchiston, Chowdhury, 2020)


Regular training sessions and refresher courses will be conducted to reinforce these key points. By reviewing the step-by-step process, emphasizing thoroughness and attention to detail, and ensuring the proper use of cleaning agents and equipment, you can consistently deliver clean and well-maintained guest rooms, contributing to guest satisfaction and a positive overall experience. Remember, you can always rely on us with any situation or question you encounter. 
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	Training Notes: 

1. Importance of Bathroom Cleanliness: Bathroom cleanliness plays a vital role in guest satisfaction. The bathroom is a personal space for guests, and a clean and well-maintained bathroom contributes to their overall comfort and positive experience during their stay. A dirty or poorly cleaned bathroom can significantly impact guest satisfaction and leave a negative impression.

2. Demonstrating Proper Bathroom Cleaning Techniques: Proper bathroom cleaning techniques are essential to ensure a thorough and effective cleaning process. You will be trained in the correct methods for cleaning different bathroom surfaces, including toilets, sinks, showers, bathtubs, mirrors, and countertops. This includes using appropriate cleaning tools, such as brushes, scrubbers, and microfiber cloths, to remove dirt, grime, and stains effectively.


3. Emphasizing the Use of Sanitizers and Disinfectants: In addition to cleanliness, the use of sanitizers and disinfectants is crucial for maintaining a hygienic bathroom environment. Housekeeping staff should be trained on the proper application and contact time of sanitizers and disinfectants to effectively kill germs and prevent the spread of infections. You should give special attention to high-touch areas, such as toilet handles, faucets, doorknobs, and light switches. 

By demonstrating proper bathroom cleaning techniques and emphasizing the use of sanitizers and disinfectants, you can ensure that guest bathrooms are thoroughly cleaned, sanitized, and maintained. This promotes guest satisfaction, enhances their sense of comfort and well-being, and contributes to a positive overall impression of the hotel. (Lee, Kwon, Lee, 2017)
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	Training Notes: 

Attention to detail in bed making is crucial for guest comfort and satisfaction. Well-made beds create a welcoming and inviting atmosphere, contributing to a positive guest experience. Achieving crisp and properly aligned bed linens showcases professionalism and attention to detail. Paying attention to pillow arrangement and overall neatness enhances the visual appeal and comfort of the bed, ensuring guests have a pleasant and relaxing sleep experience.

Efficient and safe floor care is essential for maintaining cleanliness and guest safety. Clean and well-maintained floors contribute to a pleasant and hygienic environment. Proper use of mops, brooms, and vacuum cleaners ensures effective removal of dirt and debris from different floor surfaces. Addressing potential safety hazards on the floor, such as spills or damaged flooring, reduces the risk of accidents and promotes guest safety. Efficient and safe floor care practices create a positive impression, enhance guest satisfaction, and contribute to a comfortable and enjoyable stay. (Lam, Law, 2014)

	[image: ]

	Training Notes: 

1. Guidelines for Handling Guest Personal Items and Valuables: 
Proper handling of guest personal items and valuables is crucial for maintaining guest trust and satisfaction. You will be trained in the importance of treating guest belongings with utmost care and respect. They should adhere to guidelines that outline how to handle personal items, such as luggage, electronics, jewelry, and important documents, ensuring their safety and security throughout the cleaning process.

2. Respect for Guest Privacy and Confidentiality: 
Respecting guest privacy and confidentiality is essential in the hospitality industry. You should understand the importance of maintaining confidentiality regarding guest information and refraining from discussing or disclosing any personal details. Respecting guest privacy builds trust and contributes to a positive guest experience.

3. Reporting Lost and Found Items: 
It is essential to have a clear process for reporting lost and found items. You will be trained to promptly report any items found in guest rooms to the designated department. This enables proper documentation, storage, and efforts to reunite lost items with their rightful owners. Reporting lost and found items demonstrates the hotel's commitment to guest service and helps in resolving any potential issues related to lost belongings.

By following guidelines for handling guest personal items and valuables, respecting guest privacy and confidentiality, and implementing a proper system for reporting lost and found items, we can ensure a secure and trustworthy environment for guests. These practices enhance guest satisfaction, build loyalty, and maintain a positive reputation in our industry. (Jahromi, Behboudi, Mohammadi, 2019)
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	Training Notes: 

Effective communication and teamwork are vital for the smooth functioning of your department and ensuring a seamless guest experience.

1. Clear and open communication within your team is essential for coordinating tasks, sharing information, and addressing any challenges. This includes effective listening, clear instructions, and respectful interactions among team members. Strong communication promotes efficiency, minimizes errors, and enhances overall productivity.

2. Collaboration and cooperation with other departments, such as front desk, maintenance, and concierge, are crucial for providing a seamless guest experience. Housekeeping staff should establish effective channels of communication with these departments to coordinate guest requests, room availability, and maintenance needs. By working together, they ensure that guests' needs are met promptly and efficiently.

3. Promptly reporting maintenance issues is vital for maintaining a safe and well-functioning hotel environment. You will be trained to identify and report any maintenance issues they come across, such as malfunctioning equipment, broken fixtures, or potential safety hazards. Timely reporting allows for swift resolution, preventing any inconvenience to guests and ensuring their comfort and satisfaction.


By promoting effective communication within the team, fostering cooperation with other departments, and emphasizing prompt reporting of maintenance issues, we can enhance teamwork, streamline operations, and provide an exceptional guest experience. These practices contribute to a harmonious work environment and overall guest satisfaction. (Park, Kim, 2017)
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	Training Notes: 

1. Health and safety procedures are essential to ensure a safe working environment for you, your colleagues and the well-being of guests. These procedures encompass various aspects of maintaining a healthy and secure environment.

2. An overview of key health and safety guidelines includes practices such as regular handwashing, proper use of personal protective equipment (PPE), adherence to food safety protocols, and maintaining clean and sanitized surfaces. These guidelines help prevent the spread of illnesses, maintain hygiene standards, and create a safe environment for everyone.

3. Proper usage and storage of cleaning chemicals are crucial for the safety of you and your team. You will be trained in the correct dilution ratios, application methods, and handling procedures for various cleaning agents. But most importantly, you should understand the importance of storing chemicals in designated areas, following safety labels, and preventing any mixing or cross-contamination of chemicals.

4. Safe lifting techniques are essential to prevent back injuries mostly for you guys. Training will cover proper body mechanics, lifting with the legs instead of the back, avoiding twisting motions, and using lifting aids or equipment when necessary. We encourage you to take regular breaks and promoting a culture of supporting each other in lifting heavy objects also contributes to preventing back injuries.

By implementing and adhering to health and safety procedures, including an overview of key guidelines, proper usage, and storage of cleaning chemicals, and promoting safe lifting techniques, we maintain a safe and healthy environment for both staff and guests. These practices minimize risks, prevent injuries, and contribute to the overall well-being of everyone involved. (Kogan, Upfal, Heymann, 2016)
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	Training Notes:
Recap of key points covered in the presentation.

Encourage questions and open discussion if time permits. 
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