





Onefinestay

Table of Contents
1. Introduction	3
Company overview	3
Business Model	3
2. Discussion	4
Role of employees in an organisation	4
Training and Development and its importance	4
Housekeeping and its importance	5
Reflection	6
Skills and Knowledge needed to carry out the role	7
3. SWOT Analysis	8
4. Conclusion	8
References	9



To
CEO,
Onefinestay
From
Denisa Smaramdoiu
Housekeeper
Onefinestay
[bookmark: _GoBack]Sub: Comunicatting the idea for adding value on housekeeping of Onefinestay and train the employees.
[bookmark: _Toc13053216]1. Introduction
The hospitality business is the wide sort of field in the service business. It comprises food and drink service, occasion planning, cruise line and transportation. This report will outline an overview about Onefinestay, which is one of its own kinds. Onefinestay is a hospitality business headquartered in London and was started in 2009. The company provides services to the owner of the distinctive and up market homeowners by giving them opportunity to rent their house to visitors during their unavailability. The report will also outline the roles and responsibilities of a housekeeper in the hotel and will portray my personal experience in the company.  
[bookmark: _Toc13053217]Company overview
Onefinestay is a hospitality company headquartered in London and was founded in 2009. The company provides services to the owner of the distinctive and up market homeowners by giving them opportunity to rent their house to visitors during their unavailability (onefinestay, 2019). It is now a member of British Hospitality Association and currently operated more than 2,600 private homes under its management. The company was founded in 2009, with just six homes. Over the course of 2-3 years, the business grew tenfold and expanded internationally, launching its operations in New York in 2012, Paris and Los Angeles in 2013 and Rome in 2016. Currently, the company is acquired by AccorHotels. 
The company provides a speech way for the travellers to experience their favorite destinations. Onefinestay is a hospitality brand, completely different from others by offering an unprecedented level of service for stays in the finest homes. The company seeks out the best homes, looking for character, space and comfort so that guests can experience them. It is evident that travellers want friendly staffs and home like feeling during their vacations. The concerned organisation by providing space and freedom allows travellers or guests to create their own experiences.     
[bookmark: _Toc13053218]Business Model
Onefinestay allow the homeowners to rent out their home to guests, during their unavailability or in occupancy. The management of the company manages the whole thing for the homeowner along with the reservations of the guest. The housekeeping teams of the company prepare the whole thing for the visitor’s arrival (onefinestay, 2019). They will clean the house before arriving of the visitors and also clean the house after they depart. Any valuables in the house will be kept securely as per the demand and request of home owners, if they don’t want some specific items to be displayed for the guests. The selection of homes is done completely by the company and through selective criteria. This is done to enable them to solve the queries and questions of the guests. Guests can book homes as per their demand and availability. The list is ranged from one-bedroom home to town houses and boats. The main business idea of the company is that owners can make profits from their home which would otherwise be vacant. The travel advisors assist the travellers or guests to find their residence. Before the coming of the guests, each home is prepared by housekeeping staff, with white sheets, towels and toiletries. Visitors are always welcomed during arrival and support team is available 24*7.    
[bookmark: _Toc13053219]2. Discussion
[bookmark: _Toc13053220]Role of employees in an organisation
In the current competitive business environment, the key to success in hospitality industry relies on customer satisfaction. Thus, serving customers has become the priority for many organisations (Sherman, 2011). For giving service, one of the most important elements is employees. Without employees, no organisation can function properly. In hospitality, employees serve myriad purposes. Both abstract and physical roles are included in their functions. The basic function of the workers is to ensure the smooth functioning of the business. From front-desk workers, laundry room attendants to upper echelons of the management structure, each worker serve a specific role in the continual operation of a hotel. Employees generate capital for the business by ensuring the possibility of constant business. Each worker in an organisation performs the function specifically related to the job that the specific individual holds.        
[bookmark: _Toc13053221]Training and Development and its importance 
Training and development in hospitality industry provides a prime opportunity for the workers to enhance their knowledge base. Success of a hotel doesn’t depend on its location or availability of high-end amenities. It depends on customer satisfaction. Implementing a comprehensive training and development program for all the workers enhances the chances of the hotel to provide customer service which meets their expectations (Casado, 2011). Training and development improve the performance of the workers and also enhance their satisfaction and morale. It also helps in addressing the weaknesses of the workers in their workplace skills. A training program allows workers to strengthen skills in which workers need to improve. It also increases the productivity and adherence to quality standards and also innovation in new strategies and products. Training and development are also an additional benefit as it reduces the employee turnover.  
[bookmark: _Toc13053222]Housekeeping and its importance
Housekeeping in hospitality industry is defined as the management of duties like cooking, cleaning, home repairs, shopping, bill payment and laundry (Sherman, 2011). These tasks are mainly executed by the members of the house or by the persons hire specifically for the reason. In simple terms, a housekeeper is a person employed for managing the domestic stuff or households. In hospitality, housekeepers are the most important staffs of the company as they interact with customers or guests and fulfil their requests and demands.
The housekeeping division of the hotel business is one of the most important physical areas. The main objective of housekeeping department is creating a home like experience for the guests away from their home. The housekeeping takes huge responsibilities and pride in upholding the chief standard of quality and cleanliness. Onefinestay aims to achieve its objective of offering its clients with pleasant, clean, calm and friendly ambiance which could provide complete value for the client’s money. It is the housekeeping team that makes the hotel experiences of guests a memorable one. For hotels, housekeeping is a very serious division. Strict sanitation is a likely standard which is very important to meet. It is important to understand that the tasks of a housekeeper are not only about changing the sheets and bringing flower vessels (Jones, 2007). It is about making sure that all the appliances in the room is working, guests are getting what they want and making sure that their stays are comfortable and hassle-free. As accommodation is the main element of hospitality, housekeeping is always a main and important concern. 
The basic expectation of any guests is thorough cleanliness and for this reason, housekeeping is very critical (Andrews, 2013). There could be whirlwinds of problem for the hotel if the standards are not met, regarding cleanliness and hygiene, depending on the state’s policy. As per the hotel, it is the responsibility of the housekeeper to go and clean and the rooms, change the bedding and provide clean towels and also to clean the bathroom. Emptying the garbage’s all through the day is also obligatory for the cleanliness. With no proper housekeeping squad, a hotel irrespective of its size and name would struggle to operate and provide clean and hygienic accommodations to the guests. Housekeepers also make sure that everything in the room and the hotel is in working order. They need to make sure that everything is working for the next guest. For example, Onefinestay provides regular homes to guests that are normally outfitted with a refrigerator, television, coffee pot and a microwave. Housekeepers ensure that the entire available appliances are operating for the next visitor or guest. 
In order to thrive in this competitive market, a hotel wishes to draw repeat guests. For this, rooms should not only be spotless, but be tempting as well. Housekeeper ensures that guests feel special and always try to exceed their expectations which are very essential for attracting repeat visitors. For hotels, having a guest feel relaxed and happy is the top precedence (Casado, 2011). Providing clean room and with all working appliances with some decoration is enough to make visitors feel contented and special and to provide the relieve they expect to get. No matter what guests are visiting the hotel for, the visit and stay should be positive and must be comfortable to have a home away from home feeling.         
[bookmark: _Toc13053223]Reflection 
I am currently working as a housekeeper in Onefinestay. I am currently employed in Randolph Avenue VI, London. It is a 2 bhk luxury home available for the guests most of the time. With my experience I can say that Onefinestay is a fun place to work and in the company, it was always about working as a team. The work environment provided by the company was good and I always had the opportunity to see and learn new things. The company is not just a normal hotel company. They provide generous and friendly reception and entertainment of guests, strangers or visitors. I work in a team of 2-3 people. Our main responsibility was to clean the house and make in clean and comfortable for the coming guests. However, it is a great place to work with friendly and understanding management, there is no specific time or set schedule for the work. The time always get changed as per the availability of the guests. The most enjoyable part of working in the company is travelling throughout the city and seeing the beautiful apartments and houses we were told to work into. Onefinestay is a very impressive company. I received by wages at the right time and all my colleagues were very friendly during my initial working hours. The schedules of work and duties of each of the staffs were properly managed by the management. Another impressive thing about the company is free lunch and team work.

[bookmark: _Toc13053224]Skills and Knowledge needed to carry out the role
Job Description
 (
Job Title: Housekeeper
Reports to: Executive Housekeeper 
General Purpose
Maintaining and cleaning the private homes and commercial buildings to make sure that it 
meets
 company’s housekeeping hygiene necessities and provides a relaxed stay for the guests. Responsible for cleaning rooms and common areas of the hotel, disposing of trash, changing the beds and notifying maintenance if found any issues. Must have an eye for cleanliness. 
Job duties and responsibilities:
Cleaning and maintaining the bathroom and kitchen area
Dusting and polishing the furniture and fixtures
Sweeping, vacuuming, polishing and mopping the hard floors
Collecting and disposing of the trash
Ironing the clothed items
Keeping bathrooms stocked with mops, vacuums and other clean-up tools
Making the beds and changing the sheets
Cleaning and tidying up the rooms
Monitoring the cleaning supplies and ordering as per the need
Reporting any required replacements or repairs
Housekeeper skills and qualifications
High School Diploma or equivalent preferred 
Knowledge and experience in cleaning and sanitizing the rooms to varying levels to meet the requirements. 
Strong willingness to learn new cleaning methods and how to use different 
equipment
. 
 
Ability to adapt to different situation and change work processes to accommodate the customer needs
Meeting the cleanliness and sanitation standards
Good customer service skills
Integrity, honesty and reliability
High level of energy, physical stamina and mobility 
Key competencies
1. Attention to detail 
2. Customer focuses 
            3. Listening skills 
4. Adaptability 
            5. Planning and organizing 
6. Team work                                              7. Honesty and integrity 
)


The skills of a housekeeping team can be the difference between the success and failure of a hotel. Thus, proper training and development program should be developed for the housekeeping team. At the time of devising a training program for the housekeeping staffs, there need to be a coverage of broad spectrum of area which will ensure the confidence and continuity of the role. Some of the areas where training must be provided are cleaning skills, use of equipment and products, guest interaction, presentation, communication and knowledge about health and safety and fire protocol. 
[bookmark: _Toc13053225]3. SWOT Analysis

	Strengths
· Diverse Revenue Models
· Market leadership position
· Different customer segments
· Wide geographical presence
	Weaknesses
· Extra cost in developing new supply chain and logistics network
· Loyalty among suppliers is low
· Niche market and local monopolies 

	Opportunities
· Local Collaboration
· Increasing customer base
· Trend of customers migrating to higher end products
· Low inflation rate
	Threats
· Competitive pressure
· Growing technological expertise
· Changing demographics  








[bookmark: _Toc13053226]4. Conclusion
In conclusion, it could be said that the housekeeping department of the hotel industry is one of the most important physical areas. The main purpose of housekeeping division is creating a home like experience for the guests away from their home. The housekeeping unit takes immense responsibilities and pride in maintain the utmost values of superiority and hygiene. It is the housekeeping team that makes the hotel experiences of guests a memorable one. For hotels, housekeeping is a very critical part. 
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Appendices

Training and development plan for Onefinestay

	Training Name: House Keeping training
	Duration: 15 days
	Training Type: In- house, Safety training




 Goals of the training
1. Increasing the house keeping efficiency of employees of Onefinestay.
2. Increasing the safety awareness of the house-keepers of the organisation. 
3. Increasing the cleaning rate of the house-keepers.
4. Providing necessary training about health and safety.
5. Inform the house-keepers of Onefinesaty about Control of Substances Hazardous to Health and train to handle them properly.
6. Increasing the overall working quality and introducing diversity in the work place.

  Outcome
· Increased productivity.
· Increment on overall quality of the works. 
· More knowledgeable employees on health and safety.
· Trained employees to handle hazardous substances.

  Certificate Skills Covered
·  Expert in onefinestay housekeeping.
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	Improvement areas
	Required actions
	Duration 
	Evidence
	Achieved progress

	Cleaning rate
	Increment of cleaning rate by 25%
	7 to 15 days
	Report of the head housekeeper
	

	Quality
	Increment of overall housekeeping quality
	15 days
	Report of the head housekeeper
	

	Health and safety
	Get known about the standards and actions of health and safety
	10 Days
	Physically Examined by executive housekeeper
	

	COHSS
	Gathering knowledge and control of substances hazardous to health
	
	Written examination
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