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	Component 1: Key Responsibility of Housekeeping
The Department of Housekeeping is accountable for ensuring the hygiene and cleanliness of the hotel apartments and public spaces. Working in the housekeeping team as an assistant housekeeper requires a range of skills to provide guests with a clean, comfortable, and welcoming environment. Better customer service, enhanced communications and team interactions, stronger relationships, and more efficiency are all advantages of having Hotel Housekeeping with strong Soft Skills. (Febdilan, 2022). The following are some of the most important qualities an assistant housekeeper must have to succeed in their role: First, it is essential to have excellent time management and organisational skills, as housekeeping typically involves completing tasks within strict deadlines (Alcalde-González et al., 2021). Secondly, attention to detail is crucial, as cleanliness and hygiene standards must always be upheld. Thirdly, strong communication and interpersonal skills are critical since liaising with other departments and guests may be required.
Furthermore, lastly, Clever interpersonal skills are important for an Executive Hotel Housekeeper to identify and build a purposeful team culture within their Hotel Department. Interpersonal skills enable the role of an Executive Hotel Housekeeper to develop highly efficient teams founded on consensus, productive meetings, and strong relationships within the housekeeping department and across other departments within the Hotel (Lim, 2016). The most common hard skill for a housekeeper is customer service. It entails providing support to all existing and potential clients (Mullins & Dossor, 2013). Some examples of good customer service include answering questions, resolving issues, and offering exceptional support. Building trusting relationships with clients to keep them seeking further business is the major objective of client service.
Developing certain skills can occur organically or through experiential learning, as evidenced by personal reflections and industry illustrations. Practical experience in the requisite skills is necessary for the assistant housekeeper role within the housekeeping department during a hotel internship (Batinić, 2015). Close attention to accuracy is considered one of the essential skills. Ensuring guests' comfort and satisfaction is of utmost importance, such as Thorough cleaning entails meticulous scrutiny of even the minutest particulars, encompassing every corner of the room, the area beneath the bed, and the space concealed by the curtains. The meticulousness exhibited in the cleaning process guaranteed each room's comprehensive hygiene, resulting in the guests' contentment with their accommodations (Sawyers, 2018). Effective time management was a crucial skill for an assistant housekeeper, as it involved prioritising tasks and ensuring that subordinate housekeeping personnel completed the cleaning of all rooms within the designated time frame. The acquisition of this skill holds significance as it enables the timely completion of tasks and mitigates the risk of delays in the check-in process for guests (Bhatnagar and Nim, 2019). It is imperative to note that communication skills are a vital aspect to consider. Effective communication with team members and other departments is crucial in meeting guests' needs (Rai, 2020). For example, communicate with the floor supervisor to know whether room inspections, submissions of performance appraisals, or safety systems were checked properly. The Application of Theoretical Knowledge in the Hospitality Industry: As a student enrolled in a hospitality programme, the theoretical concepts about housekeeping, including hygiene protocols, cleaning methodologies, and guest contentment, will prove advantageous when employed as an assistant housekeeper. This knowledge will comprehensively comprehend the underlying rationale behind established procedures and standards (Raghubalan and Raghubalan, 2015). For instance, the theoretical framework for the supervision of housekeeping staff, including personnel recruitment and management, task allocation and planning, and work inspection, provides beneficial knowledge which can be implemented in practical situations.
The subject matter holds significant importance within the hospitality sector as the housekeeping department assumes a pivotal responsibility in guaranteeing guests' contentment. Maintaining cleanliness and hygiene are crucial considerations for guests when selecting a hotel (Palmer, 2021). As an assistant housekeeper within the housekeeping team, it is imperative to uphold these standards. Consequently, housekeeping personnel must possess the requisite competencies to carry out their responsibilities with efficacy and proficiency (Quick, 2020). Consider a hypothetical situation in which a guest arrives at their hotel room's quarters and realises that the room needs to be adequately disinfected. Receiving unfavourable online reviews may have a detrimental effect on reservations in the future, ultimately resulting in a negative impact on the generation of revenue. The housekeeping team can safeguard the hotel's reputation and uphold equitable treatment of all guests by proficiently adhering to these skills and policies.
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Component Two:
	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?


	A guest's complaint about the lack of cleanliness in their accommodation.
	· To comprehend the reasons behind the inadequate cleanliness of the room, it is recommended to initiate a conversation with the housekeeping personnel who were charged with the task of cleaning the aforementioned room.
	· According to the investigation, implementing the appropriate measures to resolve the matter with the client is needed. The hotel might offer to re-clean the room or lower the price of their stay as a form of compensation.
	· To mitigate the occurrence of similar incidents in the future, implementing supplementary measures could enhance the efficacy of the housekeeping procedure. One approach could be to provide additional training for cleaning staff and create a thorough checklist to ensure thorough sanitation of all areas of the room.
	· To improve the effectiveness of a team., it would be beneficial to implement periodic team meetings aimed at discussing any obstacles or difficulties that the staff may encounter.

	


	· Inquire about the worker's approach associated with the sanitation of the room and ascertain whether they adhered to the established protocols for cleaning.
	· Expressing regret for any inconvenience caused and prioritising the guest's sense of being heard and valued are essential criteria to evaluate.
	· It is recommended that the staff be encouraged to communicate any issues or concerns they may have regarding the cleaning process with their superiors. This collaborative approach can facilitate the solution of such issues and promote teamwork within the team.
	· Convening periodic meetings might give the personnel a way to exchange their insights and recommendations aimed at enhancing the cleaning procedures.

	


	· Furthermore, it is imperative to conduct a thorough inspection of the room to identify any areas that may have been left out during the cleaning procedure.
	· Perform a comprehensive inspection of each room that has been sanitised and completed by the housekeeping staff, to ascertain that they adhere to the prescribed criteria of the hotel about hygiene, operational efficiency, and other relevant factors.
	· Furthermore, it is necessary to perform a verification process on all housekeeping carts to ensure that they are adequately equipped with linens and supplies by the established guidelines.
	· Furthermore, offering feedback and acknowledgement to the employees for their diligent work and endeavours can guarantee a satisfactory experience for the guests throughout their stay.

	


	· The staff may face constraints in terms of time, which could impede their ability to conduct a comprehensive cleaning of the room.
	· Provide a follow-up to confirm the resolution of the issue. It is imperative to consistently conduct a follow-up with hotel clients who have registered a complaint. In the event of in-room concerns, such as a messy room, it is advisable to communicate promptly with the guest. Following the completion of maintenance, housekeeping, or the relevant department's intervention in response to the complaint, it is advisable to allow a brief period to elapse before verifying with the guest that the issue has been solved satisfactorily.
	
	· Train housekeepers and housemen for optimal productivity and efficiency, and submit performance appraisals for each staff member under team head direction regularly.
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Component Three:
	Introduction:
As the manager responsible for floor housekeeping, it is compulsory to ensure that all guests are provided with top-notch housekeeping services throughout their tenure at the hotel. The level of satisfaction and comfort experienced by guests is contingent upon the calibre of housekeeping services provided. As such, said services must be of the highest quality. This topic pertains to the provision of superior housekeeping services to hotel guests and the identification and implementation of effective solutions to address pertinent issues within the industry. It is imperative for personnel employed in the hospitality sector to contemplate the implementation of the solutions and concepts expounded upon in this presentation, with a particular emphasis on their potential application within the housekeeping department. The objective of this presentation is to enhance comprehension regarding adherence to brand standards, compliance with health and safety protocols, and the provision of optimal guest service. The application of knowledge about various aspects of housekeeping can significantly contribute to the success of future workplaces in the hotel industry. This can assist in ensuring that guests have an enjoyable experience throughout their stay, which includes addressing guest complaints, adhering to brand standards, implementing health and safety procedures, fostering employee engagement, following industry best practices, providing training and development opportunities, promoting teamwork and effective communication, and offering feedback and recognition. This segment additionally showcases instances from the industry to exemplify optimal approaches and illustrate how models and statistics about employee engagement can be implemented in practical situations.

	Training Notes: 1 

	Guest Complaints:
A guest's complaint during their recent hotel stay pertained to the inadequate cleanliness of their room upon check-in. This underscores the significance of providing consistently exceptional housekeeping services. The provision of services that do not meet the expected standards may lead to adverse feedback, thereby impacting the hotel's reputation and revenue generation. The hotel establishment's reputation and revenue can be significantly affected by negative feedback from guests. In the contemporary era of technology, patrons possess the ability to effortlessly disseminate their perceptions and evaluations of the hotel establishment via the Internet, thereby potentially impacting the choices of prospective clientele. The provision of unfavourable feedback may lead to a decrease in ratings and rankings on review platforms, thereby posing a challenge to the hotel's ability to appeal to potential guests. It is imperative to give due consideration to guest complaints and attend to them expeditiously. Housekeepers must endeavour to deliver optimal service to customers by guaranteeing that their hotel rooms are hygienic, cosy, and properly sustained. Ensuring consistent delivery of high-quality housekeeping services can guarantee an excellent guest experience during their stay at Hotel Trinity. Through the acquisition of knowledge from this exemplar and the provision of adequate training, housekeepers can endeavour to deliver exceptional service consistently. This can aid in the advancement of the workplace and guarantee that guests have a favourable experience that they will be inclined to recommend to others.

	Training Notes: 2

	Brand Standards:
Hotel Trinity needs to formulate brand standards for their housekeeping services. The standards must encompass the guarantee of cleanliness, comfort, and proper maintenance of all guest rooms. Adhering to these standards is imperative in bolstering our hotel's image as a provider of top-notch service. To fulfil and surpass these criteria, the housekeeping staff must exhibit meticulousness during the cleaning process, employ top-notch cleaning agents, and conduct routine evaluations of guest rooms to guarantee their optimal state. This encompasses the task of guaranteeing that all surfaces are sanitised, linens and towels are newly laundered and abundantly supplied, and amenities are furnished following anticipated standards. Attending to minor particulars can significantly impact the guest's overall experience and should therefore be regarded as crucial. One way to maintain cleanliness and organisation in a room is by ensuring that glasses and cups are properly cleaned and stored and that all items are arranged in a tidy manner. Attending to minor particulars can contribute to establishing a hospitable and cosy atmosphere for our visitors. By adhering to and surpassing the established standards for housekeeping services, employees can bolster the hotel's reputation for delivering superior service.

	Training Notes: 3

	Health and Safety Procedures:
The well-being and security of both guests and staff is of paramount importance. The housekeeping team needs to adhere to all health and safety protocols to establish a secure and salubrious milieu for all individuals. Safety measures, such as the utilisation of personal protective equipment and prompt reporting of any potential safety hazards, are essential for ensuring a safe working environment. Adherence to appropriate protocols for managing chemicals is imperative to safeguarding the well-being and security of all individuals within the hospitality establishment. Properly store chemicals in assigned locations separate from consumable items and other substances that may pose a risk. Promptly reporting safety hazards is crucial in ensuring their timely and effective resolution. Comprehending and adhering to health and safety protocols is essential in establishing a secure and salubrious milieu for all individuals within the occupational setting.

	Training Notes: 4

	Employee Engagement Model:
Employee engagement is crucial for housekeeping staff motivation, productivity, and job satisfaction. Active workers tend to go further and above, which boosts job happiness, efficiency, and customer satisfaction. The Gallup Q12 model is a notable instance of an employee engagement model, comprising of inquiries such as "Are the materials and equipment provided to you sufficient for carrying out your work effectively?" and "Do you perceive that your viewpoints hold significance?" This model measures staff engagement and identifies areas where the housekeeping team may need additional support. Employee engagement can boost job satisfaction. This includes providing opportunities for training and growth, rewarding good work, and creating a positive environment that encourages collaboration and open communication. Thus, Employee engagement can boost a hotel's success. Actively engaged employees provide better customer service, which boosts customer satisfaction and repeat business. The hotel's guest loyalty rises, reducing employee turnover costs.

	Training Notes: 5	

	Best Practice in Housekeeping:
Housekeeping in the hospitality industry should prioritise recycling and alternative hygiene products to reduce waste and promote sustainability. The scheme provides identified recycling bins in public locations and guest rooms to encourage environmental stewardship. This strategy can improve hotel cleanliness and foster guest accountability. The housekeeping team can apply this best method by using eco-friendly cleaning solutions and reducing trash. This method reduces cleaning chemical procurement and disposal costs and promotes environmental sustainability. Sustainable housekeeping practices align with the hotel's social duty and may improve the hotel's image among environmentally conscious customers. It can also promote the hotel's sustainability and eco-friendliness through marketing and branding.

	Training Notes: 6

	Training and Development:
To provide excellent service, the hotel's housekeeping staff must get ongoing training. Team members' knowledge of modern cleaning, safety, and hospitality trends can be maintained through training and growth. Workshops, seminars, online courses, and on-the-job training are available to the staff during this phase. These possibilities may help team members learn new skills, perform better, and be happier at work. The hotel's performance may benefit from team training. The team of housekeepers can provide high-quality services with continual training and development. Guest satisfaction and repeat business may also improve with consistent performance. Allocating resources to the team's professional progress and skillset may also reduce worker turnover and related costs.

	Training Notes: 7

	Teamwork and Communication:
Top-notch housekeeping requires good coordination and communication. Effective housekeeping staff coordination can boost productivity, service quality, and morale. Optimising task distribution, synchronising schedules, and holding frequent team meetings help boost housekeeping staff efficiency. Effective task allocation lets team members focus on their work, ensuring complete and timely completion. Scheduling helps distribute the burden and finish projects on time. Frequent team meetings can help disseminate information on protocol, regulatory, and timetable changes and provide a forum for discussing concerns and issues. By encouraging open and honest communication, team members may work towards common goals. Fostering an environment that encourages varied thoughts and concepts among team members may lead to new ideas and improvements that improve our housekeeping services. Teamwork and communication can improve guest satisfaction and the establishment's image. Teamwork improves guest satisfaction and feeling valued. This may lead to positive reviews.

	Training Notes: 8

	Feedback and Recognition:
Feedback and reward are crucial to motivating, engaging, and satisfying the housekeeping team. Recognising team members' hard work and contributions can boost morale and motivate them to keep providing great service. The team can receive feedback and praise by praising their work, offering constructive criticism, and evaluating their performance. Acknowledging team members' accomplishments can boost morale and show gratitude for their hard work. Constructive comments can boost team members' skills. Periodic performance reviews can help identify strengths and weaknesses and set goals for future initiatives. Recognising employees' efforts can boost job satisfaction and drive. Guest satisfaction and the hotel's reputation may improve with higher interaction. Recognition of hard work and contributions can help create a positive work environment and a culture that values high performance and collaboration. Team members may provide better service and meet customers' needs with better communication and coordination.

	Training Notes: 9

	It is essential to provide top-notch housekeeping services to ensure a favourable guest experience and safeguard the hotel's standing and financial gains. This can be achieved by adhering to brand standards, health and safety protocols, and industry best practices. Effective training can help individuals acquire a comprehensive understanding of housekeeping standards and demonstrate their dedication to achieving excellence. Within the hospitality sector, it is crucial to understand the significance of housekeeping services and the pivotal function they fulfil in the triumph of a hotel. By adhering to a meticulously crafted training regimen, housekeeping personnel can acquire the necessary skills to proficiently address any potential discrepancies and devise effective solutions to problems.

	Training Notes: 10	
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Health & Safety
Procedures:

The health and safety of guests and staff is Hotel Trinity's top
priority.

The housekeeping team must follow all health and safety
procedures for a safe environment, use protective equipment
when handling chemicals, report safety hazards, and attend
regular training sessions.

Follow proper dilution ratios, labels, and manufacturer's
directions. Store chemicals away from food and other hazardous
products.

Safety ensures guest and worker well-being and hotel
performance (Assiut nursing journal, 2018).

@PrY

.

The housakeaping team must follow all eatih and safey ruls o protect quosts and saf. For a safe workplace, personal polecton oquipment and quic reporting ofsafety concerns are necessary. Chemicals should b stored i designated aroas away from food and other azardous materas. Safely hazards
‘must be reported quickly or prompt and efficient resolution. Health and safety protocols must be understood and followed o create  safe and healthy workplace.
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Employee Engagement Model:

Employee engagement is critical for housekeeping team's
motivation, productivity, and satisfaction

Gallup Q12 model can be used for measuring employee
engagement

Provide resources and support for areas that need
improvement

Enhance overall job satisfaction

Provide opportunities for training, recognition, rewards &
teamwork

Importance of employee engagement to hotel success
Engaged employees provide high-quality service, increase
guest satisfaction and retention

Reduced employee turnover leads to cost savings (Bridger,
2022)

Employes engagement s essentil or housekseping staf motvaton, productiviy, and ob satisfaction. The Gallup Q12 model s notabl exampl of an omployoe engagement model that measures staf angagement and dentifis aroas wharo the housekaeping leam may need addtionalsupport. Employoe.
‘ongagament can boost job satsfacton by provding opportuntios for aining and growth. rewarding good work and crating a posiive enviroament that ncouragos colaboration and open commurication 1 can 1S boost a holr succoss by providing bottr customar senvice, which boosts customer Satsfacton
and repeat business, and reduces omployee turovor coss.
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Best Practice in Housekeeping:

Hotel recycling and sustainability programs are
standards of excellence.

Best practices include eco-friendly cleaning supplies
and waste reduction.

Sustainability matches hotel's social obligation. (
Improves hotel's reputation among environmentally

concerned customers Provides marketing and

branding opportunities - Best housekeeping

procedures improve services

Reduces cleaning product purchase and disposal

cost (Quick, 2020).

Houskeoping in the hospialy ndusty should proiise racycling and atative hygena producs o raduce waste and promole sustinabilty This can bo achieved by provdingideiied recycing bins i publc ocatons and guest oo, a5 wol as using oco-Fiendl cleaning soutons and reducing tash.
Sustainable housekeoping pracices alg i the hotas soclduty and can Improve tho hotals mago among environmental conscious customers, a5 woll 5 promota the hters sustainabity and oco-fendiness trough marketng and branding
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Training and Development:

- Ongoing training and development is critical for high-
quality housekeeping .

- Training helps team stay updated on cleaning techniques,
safety procedures, and industry trends.

- Attend workshops, online courses, and on-the-job training
opportunities.

- Team members build new skills, improve their performance,
and increase job satisfaction.

- Investing in skills and knowledge has a positive impact on
hotel success.

- High-quality service leads to higher levels of guest
satisfaction and repeat business.

- Training can help reduce employee turnover and associated
costs (Thao, 2020)

Holel housekeepers nead constan rainng o delver reat servis. Training and growth kesp staffup 0 date on ceaniness, safey,and hospaltyrends. Saff ca attend workshops, seminars, onine courses, and on-he-b raining. These optons may hep feam members prove lean, and enjoy work. Team
raining may improve hote prformance. With ongoing raning, houseksepers can ive igh-qualty senvices. Consistent peforance Mmay boost guest satisfacon and repeat business.Investing I the tea's professonal development and sklset may reduce tumover and rlated costs.
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Teamwork and
Communication:

High-quality housekeeping requires teamwork and

Wmm”ﬂ communica:

Efficiently dividing tasks, coordinated schedules, and
s regular team meetings are effective ways to work together.
Open communication keeps everyone on the same page
and fosters new ideas and innovations.
Effective teamwork and communicatiol
satisfaction and the hotel's reputation;
ive reviews and recommendations attract new guests
crease revenue; and ,
unctioning housekeeping team provides faster
turnaround times, better service, and a positive work
environment (hbr.org, 2021)

improve guest

‘Coordinaton and communicaion improve productivy, sevi qualfy, and morale in housekeeping. Tk isrbution, scheduling, and team mestings can improve housekesping crew eficiency. Task allocaton helps team members focus and fish tasks on time. Schedulng eases prject completion. Team
meetings assis communicate protoco,fegulatory, and scheduling changes and addres problems. Open and honest communicaton fosters inovaton. Posiive evaluatons can resulfom teamwork and communication.
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Feedback and
Recognition:

« Feedback and recognition boost motivation, engagement, and
job satisfaction.

Congratulating team members for a job well done raises morale.
Constructive criticism helps team members improve their skills
and performance. Regular performance reviews highlight
strengths and areas for improvement and set goals.

Valuing work increases job satisfaction and motivation
engagement boosts guest satisfaction and the hotel's
reputation,

recognition fosters a culture of excellence and teamwork,
better communication and collaboration make it easier to meet
guests' needs (Amrik, 2015)

importantfor matiating, engaging, and satisfing the housekeeping team. Recognizing eam members'hard work and contribuions can boos moral and matvata them o keep providing reat senice. Th team can receive faedback and prass by praising their wor, offering
Consitacive GiScam. and vABINg hl Aromance ACKRGWSGaNG 163 mebers’ScoompTIans o boos el 41 shaw Gralocs for it ard work. Perocc pefomance foviews 6 hlp 4anfy Senghs and weaknesses and st sl (o1 s ives. Recognion of mpeyees” fotscan
boostjob satisfacion, dive, uest satisfacton, and the otefs roputation. I ca alsoelp creato  posiive work environment and a clure tha vakues high prformance and colaboration.
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Conclusion

Providing high-quality housekeeping services is
essential for guest satisfaction, hotel's reputation,
and revenue(Rai, 2020). By following standards,
procedures, and best practices, the housekeeping
team can consistently provide high-quality service
to guests. Where this mentioned training phase can
aid them to avail more efficiency in housekeeping
and impart them with required skills.

“To mainain the holofs roputation and revero, housokesping must be oustanding. Brand standards, healih and safty guidaligs, and industy best practso can achieve tis. Taining can holp poople rasp housokesping standards and show thelr commitment (0 excalenc, Housokesping senvces ara vil o
the success of a hote n th hospalty Induiry. Housekeeping staff can masler inconsistencies and probler-solving by following a carellly designed training programme.
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Introduction

cRE

This presentation is intended to
help hospitality employees learn
how to contribute to the success of
their future workplace by adhering
to brand standards, following
health and safety procedures, and
providing the best service possible
to guests. Housekeeping issues
such as guest complaints, best
practises, training, teamwork,
communication, recognition, and
feedback are all discussed in the
presentation.
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Guest Complaints and Appropriate
measures:

Complains:

- Guest complaints about inadequate cleanliness can
adversely affect a hotel reputation and revenue.

- Negative feedback from guests on review platforms can
influence the choices of potential customers.

Steps:

- Consistent delivery of high-quality housekeeping services
can ensure an excellent guest experience.

- Adequate training can help housekeepers deliver
exceptional service consistently.

- Providing a favourable experience can lead to positive
recommendations and increased revenue for Hotel Trinity
(Mullins & Dossor, 2013).
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Brand Standard

* Standards should ensure that guest rooms are clean, comfortable, and well-
maintained.

+ Standards must be followed in order to improve a hotel's image.

« To meet these criteria, meticulous cleaning, the use of high-quality cleaning agents,
and routine guest room inspections are required.

* Sanitation, freshly laundered bedding and towels, and an abundance of comforts are
required.

+ Attending to tiny details has a huge impact on the guest experience.

« Proper cleaning, storage, and arrangement of glasses, cups, and other things add to a
welcoming and comfortable environment.

* Adherence to specified housekeeping standards contributes to providing exceptional
service and enhancing the hotel's reputation.

Hoto Trnty needs to establishbrand standards for thir howsekseping sevices in rder (0 ensur the quaranioe of cleanines, comfort, an proper maintenance of al guest rooms. To achiove s, the housakeeping staff st exhbit maticulousness duing the cleaning process, employ op-ntch ceaning agents,
and conduct routine evaluaions of quet ooms. This Includes ensuring that al srfaces are saniised, inens and towel are newtylaundered and abundantly supplied, and amenities are furished folowing antcipated standards. Aditonal, atending o minor partulars can siificanty impact the guests overall
experionce and should be considerad crucial. By achering to and supassing th estabihd standardefo housekaeping senices, empioyees can boste he hotes reputation fr deivering Superior sevice.





