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HOUSEKEEPING TEAM MEMBER DEVELOPMENT PLAN
Introduction 
Developing a housekeeping team that increases visitor customer satisfaction is a persistent issue for the hotel industry. One of a resort's largest departments, cleaning, and floor care requires a lot of managerial oversight and assistance. This issue could make managing the company housekeeping team an endless headache and struggle. But it does not have to be that way. By fostering a supportive work environment, developing an effective training program, and utilizing technology, the housekeeping crew may play a significant role in the high levels of guest satisfaction. The cleanliness and aesthetic requirements of the hotel must be upheld, which is where a competent housekeeper comes in. With the help of this thesis, a training program for brand-new housekeepers at the 4* Hotel Trinity will be created. A hotel housekeeper must have the practical knowledge and abilities necessary to carry out their duties effectively. These are covered in the training program. As a result of this strategy, the Housekeeping Department of the 4* Hotel Trinity will have a training and development program for new employees (Brody et al., 2011, p. 25). The three primary phases of the training program are designed. Based on this, it is predicted that the new employee will be capable of doing the cleaning task after eight weeks. Having been modified, the training methodology may be used by other hospitality companies that operate in settings comparable to the hotel in question.

Housekeeping Employee Training 
The crucial stage after the hiring procedure for internal housekeeping is training new department workers. The head of housekeeping and the new employee must put in a lot of work throughout the training process. The person in charge must be knowledgeable about the work requirements and have training skills to effectively teach new employees to execute their responsibilities to a standard after the training process with minimal errors. Employee attitude, property knowledge, technical skills, and personal development are the four main components Uyen (2013) believes should be included in hotel housekeeping training.
I want to extend a warm greeting from the 4* Hotel Trinity management team. We will meet with you in the late afternoon to go through your housekeeping training schedule. Everyone joining us makes us happy. We value cooperation and shared achievement here; therefore, I look forward to seeing how you contribute to the training process. We are all interested in what you accomplish here, so take comfort in knowing that we mean it. All of you are very welcome, and we thank you.
Training Stages and Timetable
The training development program's housekeeping training process is broken down into three crucial stages. The first phase focuses on knowledge training, which serves as a pre-requisite for the trainees to learn about the property and is having an orientation of the hotel, safety, health, cleaning supplies, and customer service at work. This phase will last from the first to the third weeks. The second portion of the training is practical training, which covers time management and the regular housekeeping routine. From week four to week six, this phase will take place. The last stage describes how the trainer is followed up by the supervisor, who also conducts a post-training evaluation. This phase will last from weeks six through eight.
1. Knowledge training
During the housekeeping knowledge training, workplace health and safety training is considered the first priority. In particular, the home's fire safety and COSHH should be addressed immediately so that the housekeeper would not panic and can manage the situation if it arises. By adhering to employment requirements and rules, it is also crucial to maintain the safety of both hotel customers and staff members. To promote property security and improve visitor experience, the trainee should be familiar with hotel rules and safety laws. A property knowledge training session is undertaken as part of the new housekeeper's orientation to the property's layout (Tra, 2020). The trainee is first assigned to work with seasoned housekeepers and observe their working practices, as well as learn about the hotel's common spaces and how to get to the staff rooms, among other things. When requested, the hotel employee-in-training should be able to provide clients with directions and provide them with information on the hotel's primary amenities and service areas in addition to its operating hours. 
The knowledge training also includes a crucial component on how to grasp the cleaning materials used in housekeeping correctly. For housekeepers to effectively carry out their cleaning responsibilities, they are seen as extensions. In addition to machine tools and cleaning solvents, housekeeping supplies also comprise manual cleaning accessories. Manual cleaning equipment is the most basic nonchemical instrument used by hand to maintain surface cleanliness. Floor polishers, vacuum cleaners, washing machines, dryers, dishwashing equipment, and ozone guns are the mechanical tools utilized in the department's cleaning operations. To ensure their safety and to keep the machinery in excellent working order, trainees must get proper training before using any electrical equipment. The trainee must receive thorough instruction on the cleaning agents utilized for cleaning tasks. The crew is protected from workplace risks by knowing how to handle chemicals, and visitors' health and safety are guaranteed.
The trainee is acquainted with the IHG training material regarding their knowledge base for customer care. The customer service training offered on the IHG learning platform is open to all IHG hotel employees, not only the cleaning crew. IHG's brand pledge is "True Hospitality," which entails treating everyone with respect and hospitality, no matter who they are or where they are. The manuals state that IHG hotel staff members are well-trained in providing excellent services and encounters to customers, treating coworkers with respect, caring for the environment, and contributing to the neighborhood.
2. Practical Training
Following extensive knowledge training, the following stage of practical training is carried out as appropriate. First, the trainee becomes used to the regular day-to-day activities of a housekeeper. This training assists the trainee in getting a general idea of a working shift and properly managing working time and housekeeping responsibilities. Second, because it is the primary responsibility of the housekeeping position, it is crucial to concentrate on the guest room cleaning process. The housekeepers generate an excellent stay environment and give the hotel visitors the most significant possible experience by adequately adhering to the hotel's guidelines for cleaning procedures. Last but not least, time management is an essential skill for cleaning work. Ensuring that all cleaning tasks are completed promptly is the primary ability sought by a housekeeper.
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Figure 1. Housekeeping daily routine 
The daily housekeeping schedule for 4* Hotel Trinity is depicted in Figure 1. Before beginning her shift, a housekeeper gathers her cleaning goods, including a housekeeping trolley, manual cleaning tools, and bathroom cleaning chemicals. A master key and a list of the rooms each housemaid is responsible for cleaning are given to her. Once the housekeeper has assembled all the required equipment, she begins cleaning all the accessible guest rooms, even those that are supposed to check out and stay over. It is also essential to maintain the cleanliness of the stairways and hallways on the designated task floor. The final phase of the shift involves several quick chores. All dirty utensils gathered from guest rooms are divided into two groups: housekeeping implements are cleaned in the department dishwasher; other utensils used in the restaurant are moved to the kitchen dishwasher in the restaurant area (Sao Joao et al., 2019, p. 1). To ensure that it is prepared for the following shift, waste has to be managed, and the housekeeping cart needs to be sorted and reloaded after the shift. Following that, the housekeeper accomplishes the daily report by filling up the timesheet for her shift and handing the master key back. Based on the amount of work available, a shift may take between five and seven hours.
The process is initially demonstrated as an example for the learner to follow during the hands-on instruction. The trainee will be given easy tasks to practice before moving on to harder ones. This process is mainly utilized to clean vacant due-out rooms; these cleanings are necessary to prepare the rooms for incoming guests. The housekeeper can only handle a certain number of objects when cleaning guest rooms that are still inhabited by the visitors' possessions. Consequently, fewer chores are involved in servicing a stay-over room than in a due-out room. The distinctions are explained to them to ensure that the trainee does the cleaning responsibilities correctly. The process for cleaning hotel guest rooms is shown in Table 1 as the norm.
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Table 1. Guestroom cleaning procedure
Managing one's time well is a crucial need for hotel housekeeping jobs. Every shift, housekeepers who work alone must serve a certain number of rooms. Cleaning a due-out room at the Commissioner Hotel should take 24 minutes while cleaning a stay-over room should take 10 minutes (Singh, 2015, p. 540). The Executive Housekeeper would be capable of estimating the time needed for each rooming list using those criteria. It also serves as the time objective established for the employees themselves. The new housemaid receives time management instruction to ensure that all jobs are completed on schedule and correctly. The new employee could initially be unable to work as quickly as the timing norm, but that is to be expected. The trainee can work as long as job safety and quality are guaranteed. The new employee could initially be unable to work as quickly as the timing norm, but that is to be expected. The student can gradually learn time management as long as job safety and quality are guaranteed. The housekeepers' ability to do their tasks on schedule and to the manager's expectations is aided by the carefully planned and arranged period. They can benefit from this talent in their personal and professional life.
3. Follow-up and evaluation
The Managers employ various techniques to monitor and assess the performance of the new housekeeper both during and following the training process. A few of these include the supervisor's assessment, the cleanliness of the rooms as reported by guests, and the new housemaid's attitude. For the training to be practical, aftercare and post-training evaluation are crucial. The trainee can ensure the quality of her work by knowing what standards are expected of her performance. Figure 2 depicts the three criteria used to evaluate a housekeeper following training.
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Figure 2. Post-training evaluation of new housekeeper
The practical approach of supervisor assessment is frequently used to assess employee performance. Before the trainee works independently, the Housekeeper Manager or supervisor may collaborate with them to ensure that the work is completed as instructed and that all previously taught procedures are followed. The seasoned manager is crucial in helping the inexperienced housekeeper and reviewing the job once it has been completed. The IHG Room Cleanliness Inspection Application is the foundation for the supervisor inspection of a serviced guest room in the case hotel. The program helps the supervisor assess the finished job using the defined guest room cleaning requirements for various locations and products. To inform the new employees of the areas that require improvement, the mark scheme can be utilized for discussion.
Conclusion 
The significant point is that the thesis's goal of formulating a development plan for a new housekeeping training program was successful. The development plan is used for the Commissioner 4* Hotel Trinity, but it may also be appropriate for other lodging establishments with comparable settings and sizes. The tasks a housekeeper must complete go well beyond superficial cleaning. The ability of a resort's housekeepers to provide guests with an outstanding experience is crucial. You may enhance cleanliness and customer satisfaction by developing a culture within the company housekeeping crew, developing a training program, and attempting to implement an accountability structure.
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Tasks

Activities

Entering guest room

Enter guest room (leave Do not disturb rooms)
Keep the door open by door stopper while working

‘Open curtains & windows for fresh air (Ozone gun may be used If necessary)
Maintenance check and report

Colect allrubbish and check the lost property.

“Making bed(s)

Remove sofled bed linens and bathroom tnens,
Collect clean linens and supplies from housekeeping trolley
Make bed(s)

Cleaning bathroom

Flush tollet & apply tollet cleaner evenly under rim and around bowl
Replace bathroom Uinens, utensils and tofletries

Clean basin, vanity area, tiles, walls and doors

Clean tles, shower/bathtub, fixtures and mirror

Clean and disnfectant toilet

Finishing up.

Replace trash bags
Replace guest room utensits (glasses/mugs/spoons/etc.)

Replenish guest room supplies (coffee/tea/water bottle/sugar/honey/etc.)
Replenish minibar products and minibar report

Dustall surfaces/windows/furniture /mirror/artwork.

Vacuum & mop bedroom, bathroom floor

Inspecting & Reporting

“Make the final visual check on standards
Close windows/Remove the ozone gun

Report room as cleaned using the TV system

Report the lost poperty and minibar products used

‘Switch lights o, Leave the room & make sure the door is closed properly





