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	In order to effectively maintain cleanliness and hygiene in various environments, working in a housekeeping team necessitates a variety of key skills. Strong knowledge of cleaning and sanitization procedures is among the most crucial abilities (Pai et al., 2020). Housekeepers need to be knowledgeable about different cleaning products and how to use them appropriately on different surfaces. This includes knowing how to remove stains, eliminate odors, and ensure a hygienic environment (Jubaedah et al., 2019). A thorough understanding of cleaning procedures is essential for achieving the desired level of cleanliness. 
Another essential trait for members of the housekeeping team is attention to detail. They must possess a keen eye for detecting even the tiniest specks of dust, dirt, or stains. The cleaning process is ensured to cover every surface with attention to detail. Housekeepers can uphold a high standard of cleanliness and make a good impression on visitors or residents by being meticulous and thorough (Alwadood et al., 2021). Effective time management skills are essential for housekeeping professionals. In environments like hotels or other hospitality establishments, housekeepers often have strict schedules to adhere to. They need to efficiently allocate their time to complete tasks within the given time frames without compromising on quality (Singh and Jaykumar, 2019). 
I can now see that time management is one of the most important skills among the many that are needed to work in a housekeeping team. My success as a housekeeper has been largely dependent on my ability to manage my time. There is frequently a strict schedule that must be followed in settings like hotels or other busy establishments. I have become adept at efficiently allocating my time to complete tasks within the given time frames without compromising on quality. By effectively managing my time, I can ensure that all areas receive the necessary attention and that the workflow remains smooth and productive. My ability to excel on the housekeeping team has been significantly influenced by my organisational abilities. I have developed a methodical approach to my work, giving tasks a higher priority if they are urgent or significant. I have also developed management skills that help me keep equipment and supplies readily available and well-maintained.
I can use my theoretical knowledge to improve my performance as a housekeeping industry employee and add to the workplace's overall effectiveness. To effectively handle various surfaces and stains, I will use my knowledge of various cleaning methods and supplies. For instance, if I encounter a stubborn stain, I can utilize the appropriate cleaning method and product based on my theoretical knowledge to achieve optimal results efficiently. With my knowledge of sanitization standards, I can ensure that I adhere to the highest levels of cleanliness and hygiene. According to Carlisle et al., (2021), it is imperative to follow established protocols and guidelines, such as using the correct disinfectants, maintaining appropriate contact times, and implementing proper sanitization procedures to provide a safe and healthy environment for guests or occupants. 
Understanding the proper use and maintenance of housekeeping equipment and tools is essential (Strommer, 2020). I concentrate on using my theoretical understanding to properly operate and maintain machinery like steam cleaners, floor buffers and hoover cleaners. I can allocate resources, manage my workflow, and prioritise tasks using the theoretical knowledge of time management principles I possess. This includes estimating the time required for different cleaning tasks, creating schedules, and utilizing strategies to optimize productivity without compromising on quality.
For a number of compelling reasons, housekeeping is crucial in the hospitality sector. First and foremost, a crucial factor that heavily depends on the calibre of housekeeping services is guest satisfaction. During their stay, visitors anticipate a tidy, comfortable, and maintained environment. Their experience is greatly impacted by how tidy and clean their accommodations, common areas, and amenities are (Priyangika et al., 2020). Further, the health and safety of guests and staff are paramount in the hospitality industry. Proper cleaning, sanitization, and hygiene practices are crucial for maintaining a healthy environment (Treuren et al., 2021). 
Housekeeping teams are essential in stopping the spread of diseases, guaranteeing the safety of the food, and lowering the possibility of accidents or injuries. Additionally, housekeeping is closely related to a hotel's reputation and brand image (Nimri et al., 2020). Cleanliness is often one of the primary factors influencing guests' perceptions and reviews. A consistently clean and well-maintained environment creates a positive impression and instills confidence in potential guests. Efficient housekeeping operations also contribute to the overall operational efficiency of a hospitality establishment (Mullins and Dossor, 2013).
 Rooms, common areas, and other spaces are cleaned thoroughly and on time by a team of housekeepers that is well-coordinated and organised. This facilitates resource efficiency, reduces downtime, and speeds up visitor turnover (Raghubalan and Raghubalan, 2016). For example, in the hotel and resort industry, housekeeping is a critical department that directly influences guest satisfaction. Clean and well-maintained guest rooms, lobbies, dining areas, and recreational facilities are essential for providing a positive guest experience.
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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 front desk and housekeeping staff may not have been communicating properly about the condition and readiness of the room. This might have led to the room being disregarded or receiving insufficient attention.

	There might have been a communication breakdown between the front desk and housekeeping staff regarding the status of the rooms or the preferences of the guests. This miscommunication can result in the room not being properly prioritized for cleaning or not receiving specific instructions.
	The guest would receive my sincere apologies for the inconvenience and my assurance that their happiness is my top priority. I would empathize with their frustration and assure them that I will take immediate action to resolve the issue.
	To prevent any misunderstandings about the status of the rooms or the preferences of the guests, I would ensure effective and clear communication between the front desk and housekeeping staff. Implementing standardized procedures for conveying room readiness and specific cleaning instructions would help minimize errors.
	Create channels of communication that are open within the team. Hold regular team meetings to go over the latest developments, discuss any issues, and share pertinent information. Encourage feedback from team members to foster a culture of open communication and continuous improvement.

	The housekeeping staff may have been under pressure to clean rooms quickly if the hotel is understaffed or experiencing high occupancy, which could have resulted in mistakes or hurried cleaning procedures.

	The housekeeping staff may experience time constraints and pressure to finish cleaning rooms quickly if the hotel is understaffed or experiencing a busy period. In such situations, there is a higher risk of oversights or incomplete cleaning.
	I would gather information from the visitor to learn more about the particular issues they had with the cleanliness of the room. I would listen attentively, take notes, and ask for any supporting evidence, such as photographs or videos, if available.
	To make sure the housekeeping staff is knowledgeable about cleaning practises, quality standards, and attention to detail, I would hold in-depth training sessions for them. This would include proper training on using cleaning equipment, following standardized checklists, and addressing specific guest requirements.
	Determine the particular training and development requirements of team members and offer pertinent opportunities for their advancement. This could include training programs on customer service, time management, communication skills, or any other areas identified as beneficial for enhancing team effectiveness.

	Human error can happen despite the housekeeping staff's best efforts. This might entail making careless errors or skipping over some areas when cleaning.

	Human error can still occur, even with properly trained staff. The insufficient cleaning of a room can be caused by fatigue, diversions, or simply omitting some areas while cleaning.
	If it is clear that the room was not properly cleaned, I would act right away to make things right. This could involve arranging for immediate re-cleaning of the room or offering the guest an alternative room that meets their expectations.
	To consistently evaluate and track the quality of the rooms' cleanliness, I would put in place strong quality control measures. This could entail carrying out sporadic inspections of cleaned rooms, putting checklists in place for housekeeping staff to follow, and setting up guest feedback systems to gauge cleanliness standards.
	To make tasks easier to complete and confusion to a minimum, establish clear processes and workflows. Standard operating procedures (SOPs) should be written down, and all team members should receive training on them. This promotes consistency and efficiency in the team's operations.

	Occasionally, unforeseen circumstances such as equipment malfunctions or emergencies can disrupt the normal cleaning routine and result in rooms not being properly cleaned.


	Effective cleaning of the rooms can be hampered by issues with cleaning supplies or room maintenance, such as broken faucets or malfunctioning vacuum cleaners.
	I would carefully examine the issue's underlying causes and take the necessary precautions to avoid reoccurring problems. This might entail giving housekeeping staff additional training, reviewing cleaning procedures, or putting in place quality control procedures to raise visitor satisfaction.
	Conducting regular maintenance checks on cleaning equipment and promptly addressing any malfunctions or repairs needed would ensure that the housekeeping staff has the necessary tools to perform their tasks effectively.
	Conduct regular performance reviews to gauge both individual and group accomplishments. Identify areas for team members' improvement and offer support for their professional development by giving them constructive feedback.

	


	
	
	
	




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:



Exceptional Service:

We at our hotel recognise that nothing less than an extraordinary experience during their stay is what our guests expect and deserve. We understand that providing exceptional service separates us from our rivals and encourages repeat business.  Our hardworking staff is equipped with the skills necessary to provide above-and-beyond service. We work hard to create a warm, individualised environment that meets each guest's specific needs as soon as they enter our hotel. 

Meeting Brand Standards:

The standard of quality and consistency that our guests expect is largely determined by our brand standards. No matter the room or floor they are assigned, these standards serve as a benchmark to ensure that every guest has a consistent and memorable experience.

We make sure that our guests can depend on us to consistently provide the high-quality service they expect by upholding our brand standards. Every aspect of our operations, including the appearance of our facilities and the professionalism of our staff, reflects our dedication to excellence.  Our brand standards embody our values and reflect our dedication to providing exceptional service. They guide us in maintaining consistency across all aspects of our hotel, creating an environment where guests feel comfortable, valued, and taken care of. 
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	Training Notes:

At our hotel, we put our guests' and employees' health and safety above all else. We recognise the value of establishing a safe space where everyone is at ease and protected. 

Compliance with these health and safety procedures is not only a legal requirement but also a fundamental aspect of providing exceptional service. Our commitment to maintaining a safe environment demonstrates our dedication to guest satisfaction and reinforces their trust in our hotel. 

We reduce the possibility of mishaps, injuries, and the spread of diseases by putting in place thorough health and safety protocols. These procedures cover a variety of topics, such as consistent sanitization of public spaces, meticulous cleaning of guest rooms, and the availability of hand sanitising stations throughout the property. 
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	Training Notes:

Room Cleanliness and Tidiness:

In order to guarantee guest satisfaction, the cleanliness and orderliness of guest rooms are essential. We are aware that when visitors arrive, they anticipate finding a room that is tidy and maintained to their standards. 
Our dedicated housekeeping team meticulously cleans and maintains guest rooms, paying close attention to floors, surfaces, windows, and bathroom fixtures. We leave no corner untouched, striving to create a pristine environment that reflects our commitment to providing exceptional service. 

Proper Arrangement of Amenities and Supplies:

The arrangement of amenities and supplies in guest rooms, in addition to cleanliness, has a significant impact on the overall guest experience. We recognise the value of keeping these things neatly and easily accessible.  We increase guest comfort and convenience by ensuring an adequate supply of amenities and promptly replenishing them. 

Neat and Organized Appearance of Corridors and Public Areas:

When guests exit their rooms, their first impression is greatly influenced by how the hallways and common areas look. To improve the guest experience, we place a high value on keeping these areas tidy and organised. Our diligent housekeeping team regularly cleans and tidies corridors, hallways, and common areas, such as lobbies and elevators. 
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	Training Notes:

Preparing Cleaning Supplies and Equipment:

The tools and supplies needed for cleaning must be gathered before the cleaning process can begin. This includes antiseptics, cleaning solutions, microfiber cloths, and the proper equipment for each task. It is important to ensure that all equipment, such as vacuum cleaners, mops, and dusters, are in good working condition and ready to use. 

Dusting and Wiping Surfaces:
Concentrate on dusting the room's surfaces to start the cleaning process. This includes home decor accents like furniture, shelves, and window sills. Use microfiber cloths or dusters to collect dust without dispersing it, as they are efficient at doing so. 

It is important to maintain consistency and attention to detail while dusting and wiping surfaces. Take the time to ensure that all visible dust and dirt are removed, leaving a spotless and polished appearance. 

Remember to sanitise surfaces and maintain a hygienic environment by using the proper cleaning supplies or disinfectants as needed. Always adhere to the usage guidelines and dilution ratios provided by the manufacturer.
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	Training Notes:

Final Inspection and Quality Check:

It is essential to conduct a final inspection of the room before declaring the cleaning process to be finished. This inspection guarantees that every space has been meticulously cleaned and upholds the highest standards of presentation and cleanliness.

During the inspection, carefully check for any missed areas or overlooked spots. Pay close attention to surfaces, such as countertops, tables, and windows, to ensure they are free from dirt, streaks, or smudges. 

If any flaws or areas that need improvement are found, fix them right away. To achieve an organised and tidy appearance, this may entail wiping down surfaces, clearing away any remaining dust or dirt, or rearrangement of objects.

Vacuuming and/or Mopping Floors:

Once the room has undergone the necessary inspection, shift focus to the floors. Start by vacuuming the entire room, including carpets, rugs, and hard-to-reach areas. Use the appropriate attachments and techniques to effectively remove dust, dirt, and debris. 

By giving careful attention to vacuuming and mopping the floors, you contribute to the overall cleanliness and tidiness of the room. Clean, well-kept floors improve the room's aesthetic appeal and give visitors a relaxing environment.
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	Training Notes:

Proper Handling and Disposal of Cleaning Chemicals:

Before using any cleaning agent, read the directions and safety precautions carefully. Learn about any possible risks, the suggested dilution ratios, and usage guidelines. 

Follow recommended dilution ratios and usage procedures strictly. Over- or under-diluting chemicals can affect their effectiveness and may pose health risks. 

Keep cleaning supplies in places that are off-limits to visitors. These storage spaces must be clearly marked, well-ventilated, and away from areas used for food preparation. 

Correct Usage of Personal Protective Equipment (PPE):

When handling cleaning chemicals or when performing specific tasks, put on the proper PPE, such as gloves, masks, goggles, and aprons. It is crucial to wear the proper protective gear in accordance with the safety requirements of the various chemicals.

Ensure that PPE is properly worn, fits correctly, and is in good condition. PPE should cover the areas it is designed to protect, such as hands, face, eyes, and body. Regularly inspect PPE to check for any damages or signs of wear and replace as needed to maintain its effectiveness.
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	Training Notes:

Safe Handling of Linens, Towels, and Waste:

Handle linens and towels with care to avoid cross-contamination. Use separate gloves or wash hands thoroughly before handling clean linens after dealing with soiled items. 

For waste and soiled linens, use different containers or bags. To prevent cross-contamination, make sure to store waste and soiled linens separately. To help staff distinguish between clean and soiled items and make it easier for them to be handled properly, clearly label or color-code the bins.

Dispose of soiled linens and waste appropriately. Follow proper disposal procedures for soiled linens and waste in accordance with local regulations and guidelines. 

Reporting Potential Hazards or Maintenance Issues Promptly:
Be on the lookout and watchful. When performing routine tasks, keep an eye out for any potential hazards or maintenance problems. This might include faulty fixtures, broken flooring, damaged equipment, or any other safety issues.

Report the issues immediately. Notify the appropriate personnel, such as the maintenance team or supervisor, about the observed hazards or maintenance issues as soon as possible. 
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	Training Notes:

Maintaining Standards:
Self-Inspections:

Self-inspections empower individual team members to take ownership of their work and contribute to maintaining high standards. Encourage team members to conduct regular self-inspections of their areas of responsibility. 

Attention to Detail and Thoroughness:
Detail-orientedness and thoroughness are crucial during inspections. Pay close attention to the room's organisation, presentation, and adherence to brand standards, as well as its cleanliness and organisation. Spend the necessary time carefully going over each area and item, paying attention to every surface and component. 
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	Training Notes:

Workshops and Training Sessions:
We at our hotel understand how critical professional development and ongoing education are. We regularly hold workshops and training sessions on a variety of topics to encourage growth and improve skills. These classes cover topics like leadership abilities, effective communication, housekeeping methods, and customer service. 

Mentorship Initiatives:
We have put in place a mentorship programme to encourage growth and offer assistance. Team members with experience are paired with people looking for direction and support. Mentors play a crucial role in this program by providing valuable insights, sharing their expertise, and helping mentees develop both professionally and personally. 

Cross-Training Opportunities:
We proactively encourage members of our team to look into cross-training opportunities across various departments. Cross-training enables people to diversify their skill sets, become familiar with different facets of hotel operations, and create a more adaptable and collaborative work environment. 
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* Ensuring Health and Safety

- The health and safety of the guests and team members are of ufmost importance in this business sector,
and itis essential that firms develop a system through which ample significance could be given on.
these aspects (Olya and Taheri, 2022).

- By adhering to health and safety procedures, we create a secure environment for everyone.

- Compliance with these procedures minimizes risks, erhances guest satisfaction, and protects our
reputation.
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BRAND STANDARDS
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ROOM CLEANING PROCESS

- Preparing Cleaning Supplies and Equipment:

- Gather all necessary cleaning supplies, including disinfectants, cleaning agents, microfiber cloths,
and appropriate tools.

- Ensure that equipment such as vacuum cleaners, mops, and dusters are in good working condition.
- Check and restock the cart with fresh linens, towels, amenities, and any other necessary items.

- Dusting and Wiping Surfaces:
- Begin by dusting all surfaces, including furniture, shelves, window sills, and decorative items.
- Use microfiber cloths or dusters to capture dust effectively and avoid spreading it around.
- Pay special attention to often overlooked areas, such as corners, edges, and tops of furniture.
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- Final Inspection and Quality Check:
- Before completing the cleaning proces, perform a thorough inspection of the room.

- Check for any missed areas, ensure amenities are properly arranged, and verify the cleanliness of all
surfaces.

- Address any deficiencies, touch up as needed, and make sure the room meets the highest standards of
Cleanliness and presentation.

- Vacuuming and/or Mopping Floors:
+ Vacuum the entire room, including carpets, rugs, and hard-to-reach areas.

+ For hard floors, mop using appropriate cleaning solutions, ensuring thorough coverage and removal of any
spills or stains.

+ Pay attention to corners, baseboards, and under furniture while cleaning the floors.
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HEALTH AND SAFETY PROCEDURES

Health and safety procedures are immensely imperative for businesses in the particular industry. The guests
are often highly conscious of the health and safety measures taken by the firm, <o it is important that
adequate policies and procedures are developed and implemented (Li ot al., 2021).

Proper Handling and Disposal of Cleaning Chemicals:
- Read and understand the instructions and safety guidelines for each cleaning chemical.
+ Follow recommended dilution ratios and usage procedures to minimize risks.
- Store chemicals in designated areas, away from guest-accessible spaces, and ensure proper labeling.

Correct Usage of Personal Protective Equipment (PPE)

- Use PPE, such as gloves, masks, goggles, and aprons, as required when handling cleaning chemicals or
performing tasks that may pose health risks.

- Ensure PPE is properly worn, fits correctly, and is in good condition.
+ Regularly inspect and replace PPE as needed to maintain effectiveness.
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- Safe Handling of Linens, Towels, and Waste:
- Handle linens and towels with care to avoid cross-contamination and the spread of germs.
+ Use separate bins or bags for soiled linens and waste, and dispose of them appropriately.

+ Follow proper procedures for the handling, storage, and transportation of linens and waste to minimize the
risk of exposure to harmful substances or pathogens.

+ Reporting Potential Hazards or Maintenance Issues Promptly:

- Be vigilant and report any potential hazards or maintenance issues immediately to the appropriate
personnel.

- This includes broken equipment, malfunctioning fixtures, damaged flooring, or any other potential safety
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QUALITY ASSURANCE AND
INSPECTIONS

- Maintaining Standards:
- Quality assurance and inspections are essential for upholding brand standards and ensuring consistency in
Business operations. It could allow the fizm to sef lself apart fom the competitors, and develop a good
overall image for ifs customers (Gonzalez et al, 2020)

+ They provide an opportunity to identify any deviations from the desired level of cleanliness, presentation,
and service.

- Seltinspections
- Sel inspections empowes individusl team mermbers o take owmership of heir work and contribute to
‘mainiaing hgh sndards. e

+ Reqular selfinspecions allow team members to identify areas for improvement, address issues promptly,
and ensure thelr work meets or exceeds expectations.

+ Attention to Detail and Thoroughness:
+ During inspections, attention to defail and thoroughness are essenial.

- Pay close ttention o every aspect ofthe room, including cleanliness, organization, presentation, and
Compliance wih brand stanastas. ° o »

« Ensure that al surfaces, amerities, fixtures, and supplies meet the required standards.
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TRAINING AND DEVELOPMENT
OPPORTUNITIES

- Workshops and Training Sessions:

- I vital to condluct zegulax workshops and traiing sessions on various topics,including custome
;mce‘mMamgﬁm@e‘,ﬁwm Comnnication, and Jeadership sllls (Dobaeh ot a1

* These sessions are designed o provide valuable knowledge, practcal skils, and professional
ievelopment.

- Mentorship Inifiatives:
- We must have a mentorship program in place where experienced team members are paired with
those seeking guidance and support.
- Mentors provide valuable insights, share their expertise, and help mentees grow both professionally
and personally.
- Cross-Training Opportuniies:
- We encourage team members to explore cross-training opportunities within different departments.

- This allows individuals t broaden thei skl sets, gain new perspectives, and contribute to & more
versatile and collaborative work environment. perp




image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




image2.png
HOSPITALITY & TOURISM
MANAGEMENT INSTITUTE OF
MANAGEMENT & HEALTH

Name of Writer
Name of e
Date




image3.png
INTRODUCTION

- Itis imperative to understand that hospitality and tourism management is an intricate field of
study and requires 2 set o skills and expertise by compames to ensure thateffective
performance and efficiency is sustained (Buhalis et al., 2022).

- Exceptional Service
- Our guests expect and deserve an exceptional experience during their stay at our hotel.

- Exceptional service sefs us apart from our competitors and fosters guest loyalty.

- By providing outstanding service, we contribut {0 the overall zeputation and success of our
ths

- Meeting Brand Standards
- Our brand standards define the level of quality and consistency expected by our guests.

+ Meeting these standards ensures that guests receive a consistent and memorable
experionce, regardiess of their room of floor.

- Brand standards also reflect our commitment to excellence and professionalism.




