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Working in the housekeeping team requires a range of key skills to ensure guest rooms are cleaned and maintained to the highest standards. During my work placement at Delta Marriott Newcastle, I observed and developed many of the skills paramount in the housekeeping roles. I believe that the following are some of the most important skills required.

I had the opportunity to experience firsthand how communication skills play a vital role in the housekeeping department. One notable example was when I received a call from front desk to say a guest had requested extra towels and toiletries. By actively listening to my associates call and using clear and concise communication, I was able to understand their request and promptly complete this task, ensuring guest satisfaction and enhancing their overall experience at the hotel. Another instance where effective communication played a crucial role was when I noticed a malfunctioning air conditioning unit in one of the guest rooms. I immediately informed the maintenance department, providing clear and concise details about the issue, including the room number and its urgency. This allowed maintenance team to promptly prioritise and address the problem, ensuring guest comfort and contributing to the overall smooth operation of the hotel. 

Both these experiences showcased how teamwork is another fundamental aspect of being a hotel housekeeper. These experiences showcased how clear communication and teamwork facilitates seamless coordination in ensuring smooth operations throughout the hotel. This unity fosters a positive work environment, and I have learned the value of teamwork in achieving common goals. As with all hospitality roles, housekeepers need to maintain a professional demeanour at all times.

Attention to detail is crucial in housekeeping because it ensures that rooms and public areas are thoroughly cleaned and maintained to a high standard. It involves being meticulous in tasks, such as making beds, dusting, vacuuming, and organising items. I observed housekeeping associates carefully inspecting each room as they cleaned, including checking for stains and bedbugs on the beds, ensuring that every surface was dust free, and every corner of the room was spotless, every item was neatly arranged, and every amenity was replenished.  Joe Wheeling, former CEO of Accor's Red Roof Inns once said, ‘our product is defined by our housekeeping staff’, (Simon, 2023), thus highlighting the importance of the housekeeping staff. 

At the Marriott, housekeepers are expected to clean 16 rooms on an 8-hour shift, time management is another crucial skill. Prioritising tasks, working systematically, and managing time effectively are vital to meet deadlines and ensure that all rooms are cleaned promptly to ensure that they met their daily quotas. Organisation is paramount to ensure that they keep track of guest requests and schedules, manage cleaning supplies and equipment, (Carrara, 2018). Marriotts housekeepers utilised various techniques, such as collecting and organising all their cleaning supplies beforehand and prioritising the checking-out guest rooms first.

According to Mogelonsky (2018), the housekeeping department has historically involved physically demanding work. I soon realised physical stamina is essential in housekeeping as it involves performing physically demanding tasks as I needed to lift heavy beds, move furniture, stand, bend, kneel for long durations and manoeuvre around tight spaces. Luckily, I have always been physically active and engaged in regular exercise, which has prepared me for physically demanding tasks. This allowed me to work efficiently without compromising quality, during my 8hour long shifts.

The topic of housekeeping paramount in the hospitality industry because it directly impacts guest experiences and influences their perception of the establishment. According to a study conducted by American Hotel and Lodging Association (2018), cleanliness was the most important factor for guests when choosing a hotel, with 35% of respondents ranking it as the most important factor. Furthermore, current climate where hygiene and sanitation are of utmost importance, the role of housekeeping staff has become even more crucial in ensuring that guest rooms and public areas are kept clean and sanitised to prevent the spread of infectious diseases, (Noel, 2022).

During my work placement, I noticed the housekeeping department was outsourced, which led to a limited utilisation of technology compared to some hotels. While some hotels have advanced systems like housekeeping management and inventory management systems, the outsourced housekeeping team at Delta Marriott did not extensively rely on such technology. Their system did however provide real-time updates on room statuses and guest requests, which could be actioned immediately. This  technology driven advancement means housekeepers require some technical skills to effectively use them, (Kostuch Media Ltd. 2018).

My work placement at Delta Marriott Newcastle has been a rewarding experience. I have observed and developed essential skills such as communication, teamwork, attention to detail, time management, and physical stamina. Being immersed in the housekeeping department has provided me with valuable industry examples and practical experiences to link to my theoretical knowledge. I now understand why these skills are vital in the hospitality industry, as they directly impact guest satisfaction and contribute to the overall success and reputation of the establishment.
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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?

	Miscommunication or misinterpretation

	Breakdown in communication between the guest's request or specific cleaning instructions and the housekeeping team

Language barrier between the guest and housekeeping staff
	Seek a team member with same language if possible or use google translate
Apologise to the guest and acknowledge their dissatisfaction 
Arrange for immediate re-cleaning of the room to meet guest expectations 
Offer guest a complimentary snack in the restaurant or a different room, preferably upgraded
Follow up with the guest to ensure their satisfaction and address any remaining concerns

	Improve communication channels with multilingual staff or translators to bridge the language barrier between guests and housekeeping staff

Implement a clear and concise system for documenting guest instructions and preferences to minimise miscommunication

Encourage guests to provide cleaning instructions in writing or through visual aids when language barriers exist

Conduct regular training sessions on effective communication and overcoming language barriers for the housekeeping team
	Provide language training or basic language courses to the housekeeping staff to enhance their communication skills

Implement a system for translating essential cleaning instructions or commonly used phrases in multiple languages

Foster a supportive and inclusive work environment that encourages collaboration and understanding among team members with diverse language backgrounds

Conduct regular team meetings or huddles to address any challenges related to language barriers and promote effective communication

Establish feedback mechanisms to allow staff to provide suggestions or report difficulties related to language barriers, and implement appropriate solutions based on their feedback.

	Human error
	Lack of training or supervision

	Apologise to the guest and acknowledge their dissatisfaction 
Arrange for immediate re-cleaning of the room to meet guest expectations 
Offer guest a complimentary snack in the restaurant or a different room, preferably upgraded
Follow up with the guest to ensure their satisfaction and address any remaining concerns

	Reinforce training on cleaning procedures and quality standards for the housekeeping team

Implement double-check procedures to ensure thorough cleaning and minimise errors

Provide clear and detailed checklists for each room type to guide the cleaning process

Encourage open communication and feedback within the team to address any challenges or areas for improvement
	Conduct regular training sessions to enhance cleaning skills and knowledge

Establish a culture of attention to detail and accountability within the team

Implement a system for peer review or quality checks to promote teamwork and catch any errors

Provide recognition and rewards for outstanding performance and attention to detail

Foster a supportive and positive work environment to encourage continuous improvement and effective collaboration

	Housekeepers' time constraints
	Due to a high volume of check-ins. 
Unexpected circumstances.
	Apologise to the guest and acknowledge their dissatisfaction 
Arrange for immediate re-cleaning of the room to meet guest expectations 
Offer guest a complimentary snack in the restaurant or a different room, preferably upgraded
Follow up with the guest to ensure their satisfaction and address any remaining concerns

	Evaluate and adjust the workload and scheduling of the housekeeping staff to allow sufficient time for each room cleaning

Conduct a time and motion study to identify areas where efficiencies can be improved

Implement proper task prioritisation to ensure essential cleaning tasks are completed even when time is limited

Consider hiring additional staff during peak periods to reduce time constraints and maintain cleaning standards

	Provide time management training to the housekeeping staff to optimise their efficiency
Implement a system for tracking and monitoring cleaning times to identify areas for improvement

Foster open communication channels to ensure any time constraints or workload issues are promptly addressed

Encourage teamwork and collaboration to support each other during peak periods

Regularly review and update cleaning procedures to streamline processes and save time without compromising quality

	Malfunctioning property management system
	Wi-Fi is down or there is a power cut
	Apologise to the guest and acknowledge their dissatisfaction 
Arrange for immediate re-cleaning of the room to meet guest expectations 
Offer guest a complimentary snack in the restaurant or a different room, preferably upgraded
Follow up with the guest to ensure their satisfaction and address any remaining concerns

	Conduct a thorough review and repair of the property management system
Ensure regular maintenance and updates of the system to minimise malfunctions
Establish backup systems or alternative procedures in case of system failure
Implement a monitoring system to detect and address any issues with the property management system proactively

	Provide comprehensive training on the property management system to the team
Foster cross-training to ensure multiple team members are familiar with the system
Establish clear communication channels for reporting system issues and seeking assistance
Implement a feedback mechanism to address any challenges faced by the team due to system malfunction
Continuously evaluate and upgrade technology to improve efficiency and effectiveness


	Equipment or supply issues
	Shortage of necessary cleaning supplies
Insufficient equipment
	Apologise to the guest and acknowledge their dissatisfaction 
Arrange for immediate re-cleaning of the room to meet guest expectations, addressing areas that were previously missed due to the equipment or supply issues.
Offer guest a complimentary snack in the restaurant or a different room, preferably upgraded
Replace faulty equipment or ensure that the required supplies are readily available. 
Follow up with the guest to ensure their satisfaction and address any remaining concerns
	Conduct regular inventory checks to ensure an adequate supply of cleaning supplies

Establish a system for monitoring supply levels and restocking in a timely manner

Implement a maintenance schedule to ensure all equipment is in good working condition

Establish a process for reporting and addressing equipment issues promptly
	Provide comprehensive training on inventory management and equipment maintenance

Foster open communication channels to report any supply shortages or equipment issues

Implement a system for tracking and documenting supply usage to identify patterns and optimise procurement

Establish a feedback mechanism to allow the team to suggest improvements or report issues related to supplies and equipment

Encourage a proactive approach to problem-solving and resource management within the team



Component Three:
Contribution to Overall Module Assessment: 50%
Your task is to create and prepare a presentation following the detailed scenario provided below.
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	1.Training notes:

Welcome to Hotel Trinity Housekeeping Team Training
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	2.Training Notes:

AIMS
1. To enhance employee satisfaction and engagement in alignment with the principles outlined in the Gallup Employee Engagement approach. 
2. To ensure all housekeeping staff can consistently deliver a high standard of service that meets the brand expectations and guest needs. 
3. To improve staff awareness and adherence to health and safety procedures, leading to a safer working environment and reducing the risk of accidents. 
OBJECTIVES
1. All housekeeping staff will be able to correctly identify and implement the key brand standards for cleaning and maintaining guest rooms, including standard operating procedures for guest amenities and room supplies. 
2. All housekeeping staff will be able to demonstrate knowledge and understanding of the hotel's health and safety policies and procedures, including proper use of personal protective equipment (PPE) and appropriate handling of hazardous materials. 
3. All housekeeping staff will be able to work efficiently as part of a team, showing respect for colleagues and working collaboratively to achieve shared goals. 
4. All housekeeping staff will have a better understanding of their role in the hotel and the impact of their work on the overall guest experience, leading to increased job satisfaction and motivation.


	
[image: ]


	3.Training Notes:
Trinity acknowledges the importance of employee engagement and has implemented the Gallup Employee Engagement model as a framework for nurturing a motivated and dedicated workforce. By embracing this renowned model, we aim to create an environment where you as employees feel valued, empowered, and connected to the purpose and vision of the organisation. 
1. Clear Expectations and Role Clarity:
We ensure that our employees have a clear understanding of their roles, responsibilities, and performance expectations. By setting clear goals and providing ongoing feedback, we enable our team members to perform their best and understand how their work contributes to the success of the hotel.
2. Supportive Management:
Our managers play a crucial role in fostering employee engagement. They are trained to provide regular coaching and support, recognise achievements, and provide opportunities for growth and development. By maintaining open lines of communication and acting as trusted mentors, our managers empower employees to excel in their roles.
3. Employee Recognition and Appreciation:
Recognising and appreciating the contributions of our team members is an integral part of our employee engagement strategy. We celebrate milestones, acknowledge exceptional performance, and provide rewards and incentives to show our gratitude. Through these gestures, we create a positive and inclusive work environment that motivates our employees to go the extra mile. 
4. Open and Transparent Communication:
Trinity believes in fostering open and transparent communication channels. We encourage feedback, suggestions, and ideas from you, our employees, ensuring that your voices are heard and valued. We aim to have regular team meetings, surveys, and one-to-one discussions to create an environment of trust and collaboration.
5. Continuous Learning and Development:
Trinity prioritises employee growth and development. We offer various training programmes, workshops, and skill-building opportunities to enhance our employees' expertise and expand their professional horizons. By investing in your development, we enable you to reach your full potential and contribute meaningfully to the success of the hotel.
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	4.Training Notes:
Housekeeping is an essential component of Trinity's brand, reflecting its commitment to cleanliness and aesthetics. As a housekeeping team member, it is vital for you to take pride in the significant role you play in maintaining Trinity's guests' property, ensuring it remains clean and visually appealing.
Accomplishing this task requires professional skills to carry out the job safely, thoroughly, and with high-quality results.
To uphold Trinity's standards, it is crucial for housekeeping team members to arrive at work on time, dressed in a complete uniform that is clean and neatly ironed. Wearing a name badge is also mandatory.
Each day, you will receive a room assignment sheet to guide your cleaning tasks. Prioritise checkout rooms for new guests, while stay-over rooms are typically cleaned last, unless special arrangements are made. 
Keep your trolley well-stocked with cleaning supplies minimising the need for repeated trips to the supply room. Include glass cleaner, disinfectant, all-purpose cleaner, and air freshener. Wear gloves and goggles when handling certain chemicals for protection.
Respect guest privacy when entering rooms. Knock on the door three times, announcing "housekeeping" after each knock. Avoid using keys or sharp objects to knock. If no response, knock again, slightly open the door, and announce "housekeeping" once more. 
If a room has a "Do Not Disturb" sign, skip it and note the attempted cleaning times. Make at least three attempts during the day. If the sign remains near the end of your shift, inform your supervisor.
For your security and convenience, position your trolley in front of the door with the cart shelves facing you. This setup acts as a barrier against unauthorised entry and provides easy access to supplies. If a guest returns, politely ask for their room key as per hotel policy. If they don't have one, kindly direct them to seek assistance at the front desk.
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	5.Training Notes:
The process of cleaning a guest room involves 6 steps: 
1. Prepare room for cleaning.
2. Remove rubbish & linen and spray the bathroom.
3. Dust and damp wipe surfaces.
4. Make the bed.
5. Clean the bathroom.
6. Hoover.
After completing each step, inspect your work. Your supervisor will perform a final inspection of the entire guest room.
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	6.Training Notes:
1.Prepare the room for cleaning 
Check its condition and remove any room service food items. Turn on all lights and report or replace burnt-out bulbs. Note and report any broken or missing items. Set the clock to the correct time and turn off the alarm if needed. Check the television and remote control. Open the curtains at each window. Put away hotel appliances after draining and wiping them, such as the iron. Ensure the closet is neat and stocked with property-supplied items. Replace hangers and remove unbelonging items. Check closets, drawers, and under the bed for any forgotten items. Report any left items straightaway to reception, guests may still be in the building. 
2.Remove rubbish & linen and spray bathroom
Ensure you wear protective rubber gloves as you remove all rubbish, dirty linens, and towels. Utilise a wastepaper basket to dispose of rubbish, including used coffee filters and food items in refrigerators and microwaves. Clean dirty cups, glasses, and ashtrays in smoking rooms, and empty and clean rubbish cans using disinfectant spray cleaner. Exercise caution when removing used linen from the bed, checking for sharp objects or bodily fluids. Place bedspreads, pillows, and blankets on a chair or another bed, never on the floor. Return soiled linen to the cart, including towels from the bathroom. Use separate heavy-duty rubber gloves to collect bathroom rubbish and disinfect the bathroom, being mindful of guest items. Allow time for the chemicals to disinfect whilst you continue the other duties.
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	7.Training Notes:

3.Dusting and damp wiping 
Dusting and damp wiping requires a systematic approach. Start at the door and clean in a circular motion, one piece of furniture at a time. Spray cleaner onto a cloth instead of directly on the object to avoid wastage and furniture damage. Save time by starting from the top and working your way down. Dust the top, sides, back, and cord of the TV. Clean the screen with the same cloth used for mirrors. Dust the base and other furniture in a circular motion. Use glass cleaner for glass surfaces and consult your supervisor for furniture polish on natural wood finishes. Thoroughly clean cushion chairs, sofas, and telephones. Disinfect the handset, cord, and base of the phone. Clean appliances like coffee makers, refrigerators, and microwaves. Restock supplies and arrange clean coffee cups. Finish by cleaning the counter area, mirrors, and framed pictures. Dispose of remaining food and clean the inside and outside of the refrigerator. Dust windowsills and ensure windows and sliding glass doors are locked. Don't forget to dust vents, air conditioning units, and heating units. Check the controls and inspect your work as you continue dusting other furniture.
Make the bed 
To make the bed, inspect the mattress and bed frame for damage and signs of bed bugs. Use appropriate size and colour linens, avoiding mixing different colours. Position the bottom sheet with the edges aligned and sewn seams facing down. Securely tuck in the sheet. Place the top sheet with the sewn side up, aligned with the top of the mattress. Center the blanket or duvet, folding the duvet cover if applicable. Miter the bottom corners of the top sheet and blanket/duvet. Ensure even hanging and a slight touch to the floor at the foot of the bed. Put clean pillowcases on pillows, folding the loose ends. Arrange pillows with folded bedspread exposed on both sides. Flip the duvet, leaving space for pillows. Adjust additional cushions and printed materials as per room design. Check bedspread positioning, fold loose corners, and smooth the bed surface. Replace torn or stained bedspreads.
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	8.Training Notes:
5.Clean the bathroom
When cleaning the bathroom, put on your heavy-duty gloves for germ protection. Start by removing all rubbish and dirty towels, then spray disinfectant on surfaces. Allow the disinfectant to act before proceeding to scrub and wipe the areas. Begin with the tub and shower, using a sponge or approved brush to thoroughly clean, paying attention to grout and caulking to prevent mold and mildew. For stay-over guests, lift used soap and clean underneath before replacing it, while for check-outs, discard used soap according to your property's policy. Wipe both sides of the shower curtain, especially the bottom where mold can accumulate, and replace it if torn or stained. Don't forget to wipe the overhead shower curtain rod. Polish all chrome fixtures and use a brush or bowl swab to scrub the interior of the toilet bowl, focusing on the area under the rim. Wipe down the exterior of the bowl with a designated cloth. Clean the vanity sink, basin, and counter to remove water stains and grime, using a dry rag to polish the chrome around the drain and taps. Clean the soap dish and the rest of the counter area, tidying guests' toiletries if necessary. Polish the mirror with glass cleaner, attend to the towel rack, spot-clean the light switch, and ensure the hairdryer is functional. Restock clean towels, amenities, glasses, ice bucket liners, facial tissue, and toilet tissue according to your hotel's policy. Place the clean towels neatly on the towel rack, ensure the toilet roll is wiped and replaced if needed, and fold the facial tissue appropriately. Restock amenities in check-outs and replace or replenish in stayovers for the vanity sink and shower areas. Place a clean, folded towel and/or bathmat by the tub for stayovers and check-outs. Pay attention to corners, behind the toilet, and the door. Finish by polishing the doorway. Once the bathroom is completed, inspect your work to ensure cleanliness and hair-free surfaces, verify an adequate supply of towels and toilet tissue, check that the sink and mirror are clean with the correct amenities, and ensure the shower curtain and tub are properly set and polished.
6.Hoover 
When starting your shift, check that the hoover is empty, and the belt is in good condition. Follow a systematic approach, hoovering from one side of the room towards the door. Clear debris with a broom, inspect under the bed for any items left behind, and treat carpet stains, as necessary. Move furniture to access edges and ensure thorough cleaning. Conduct a final inspection, arranging items properly and leaving a uniform carpet pattern. Spray air freshener before leaving, hoover the cart area and recessed entrance, and spot clean any areas as needed. Lock the door, mark completed rooms on your sheet, and anticipate a final inspection by your supervisor.
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	9.Training Notes:

· Personal Protective Equipment (PPE): Wear appropriate PPE, wear gloves and masks, to protect against chemicals, pathogens, and other hazards.
· Chemical Safety: Follow proper handling, storage, and usage guidelines for cleaning chemicals. Avoid mixing incompatible chemicals and ensure proper ventilation when using them.
· Ergonomics: Practice proper lifting techniques and use equipment (e.g., trolleys, carts) to minimise the risk of strains and injuries while moving heavy items.
· Electrical Safety: Inspect electrical cords and equipment for damage and report any issues to maintenance. Use electrical appliances and outlets safely.
· Hazardous Materials: Safely handle and dispose of hazardous materials, such as sharps (e.g., broken glass), used needles, and biohazard waste. 
· Bloodborne Pathogens: Take precautions when handling soiled linens, towels, or waste that may contain bodily fluids. Use proper protective measures to minimise the risk of exposure to bloodborne pathogens.
· Fire Safety: Familiarise yourself with the location of fire exits, fire extinguishers, and emergency procedures. Avoid blocking fire exits or obstructing firefighting equipment.
· Allergies and Sensitivities: Be aware of guests' allergies and sensitivities to cleaning products. Follow instructions for hypoallergenic or specific cleaning products provided by the hotel.
· Infection Control: Follow proper protocols for sanitising surfaces, especially in high-touch areas, to prevent the spread of pathogens and maintain a clean and hygienic environment.
· Communication: Communicate any health and safety concerns or incidents to your supervisors or maintenance staff.
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	10.Training Notes:

As we strive to enhance employee engagement and support your personal growth within our brand, we are committed to providing opportunities that enable you to reach your full potential and make meaningful contributions to our brand's success. We highly value your input, so please feel free to share any courses or development opportunities you believe would be beneficial for your growth.
For those who are non-native English speakers and wish to improve their language skills, we offer an exclusive 'English for Hotel Industry' course right here at the hotel. This program is designed to enhance your communication abilities and language proficiency within the context of the hospitality industry.
In addition, we have an online app available for all our employees that focuses on promoting mental health and well-being. By enrolling in this app, you will have access to valuable resources and tools that can support your overall mental well-being.
If you prefer face-to-face interactions, we are more than willing to arrange a meeting with someone who can provide the necessary support and guidance tailored to your specific needs.
Please remember that your well-being is our top priority, and you are always encouraged to approach your supervisor at any time. They are here to assist you and ensure your well-being is properly addressed.
Lastly, as a token of our appreciation, the management team has organised a staff bonding day in Northumberland, scheduled for September. More information to follow on this. This exciting event aims to strengthen team relationships and create a positive and enjoyable experience for all our staff members. 
Joe Wheeling, former CEO of Accor's Red Roof Inns once said, was spot on when he said, ‘our product is defined by our housekeeping staff’ (Simon, 2023). That is the same here at Trinity. Although you may not have direct interaction with the guests who occupy the rooms you meticulously clean, they place their trust and reliance on you. Always bear in mind that you play a crucial role in upholding the reputation and essence of the Trinity brand.
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© You are an essential component of Trinity's

 Take pride in the significant role you play in maintaining

o It requires professional skills to carry out your job safely,

Gallup Engagement Hierarchy

Employee Engagement Model at:

rinity
brand. You reflect its commitment to cleanliness and

aesthetics.

Trinity's guests' property, ensuring it remains clean and visually
appealing.

thoroughly, and with high-quality results.
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3.Dusting and damp wiping

- Start dusting and damp wiping at
‘door, cleaning in a circular motion,
‘one piece of furniture at  time.

- Spray cleaner onto a cloth

instead of directly on object to

prevent wastage and furniture damage.

- Use your dominant hand to dust and wipe, while using|
other hand to ift and move tems.

- Save time by starting from the top and working your way down.
- Dust the top, sides, back, and cord of the TV. Clean the screen with
same cloth used for mirrors.

- Dust the base and other furniture in a circular motion.

- Use glass cleaner for glass surfaces.

- Thoroughly clean cushion chairs, sofas, and telephones. Disinfect
handset, cord, and base of the phone.

- Clean appliances like coffee makers, refrigerators, and microwaves.
- Restock supplies and arrange clean coffee cups.

~ Finish by cleaning the counter area, mirrors, and framed pictures.

- Dispose of remaining food and clean the inside and outside of the
refrigerator.

- Dust window sils and ensure windows and sliding glass doors are
locked.

- Don't forget to dust vents, air conditioning units, and heating units.

Ez controls ar dusting other

4.Make the bed

~Inspect the mattress and bed frame for damage and signs of bed
bugs.

- Use appropriate size and colour linens, avoiding mixing different
colours.

- Position the bottom sheet with aligned edges and sewn seams
facing down. Tuck it n securely.

- Place the t0p sheet with the sewn side up, aligned with the top of
the mattress.

- Center the blanket or duvet, folding the duvet cover if applicable.
- Miter the bottom comers of the top sheet and blanket/duvet.

- Ensure even hanging and a slight touch to the floor at the foot of
the bed.

- Put clean pillowcases on pillows, folding the loose ends.

- Arrange pillows with folded bedspread exposed on both sides.
~Flip the duvet, leaving space for pillows.

- Adjust additional cushions and
printed materials according to room
design.

- Check bedspread positioning, fold
loose comers, and smooth the bed
surface.

- Replace tom or stained bedspreads.

| 3
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6 STEPS FOR CLEANING A GUEST ROOM

01 02

Prepare room for Remove rubbish & linen Dust and damp wipe
and spray bathroom. surfaces.

04 05 06

Make the bed. Clean the bathroom. Vacuum.

After completing each step, inspect your work. Your supervisor will perform a final inspection of the entire guest room,

N
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5.Clean the bathroom

- Put on heavy-duty gloves for germ protection when cieaning the
bathroom.

- Remove trash and dirty towels, then spray disinfectant on surfaces.
Let it sit before scrubbing.

- Clean tub and shower thoroughly, focusing on grout and caulking.
- Lift used s0ap and clean underneath for stay-over guests; discard
used soap for check-outs.

- Wipe both sides of the shower curtain, especially the bottom.
Replace if torn or stained.

- Polish chrome fixtures and scrub the tollet bowl with a brush or
bowl swab.

- Clean vanity sink, basin, and counter, polishing chrome around the
drain and taps.

~Tidy guests' toiletries, clean s03p dish and counter area.

- Polish the mirror, attend to the towel rack, spot-clean the light
switch, and check the hairdryer.

- Restock clean towels, amenities, glasses, ice bucket liners, facial
tissue, and toilet tissue.

- Neatly place clean towels on the towel rack, replace toilet rollif
needed, fold facial tissue.

- Restock amenities for vanity sink and shower areas.

- Place clean towel and/or bath mat by the tub for stay-overs and
check-outs.

e

- Clean the floor with disinfectant cleaner and brush (grouted tile).
- Pay attention to comers, behind the toilet, and the door. Polish
the doorway. !
e okoenee LI
T - -
supply, cean sink and mirror, 3 it
eops imackie, e o -
curtain and tub. P !
6.Hoover N

- Check hoover for emptiness and inspect the belt's condition at

the start of your shift.

~Hoover systematicall from one side of the room towards door.

~Use a brush to clear debris and check under the bed for any

left-behind items.

~Treat carpet stains as necessary.

- Move furiture to access edges and ensure

thorough cleaning.

- Conduct a finalinspection, arranging items

properly and creating a uniform carpet pattern

~Spray air freshener, hoover the cart area and

recessed entrance, and spot clean as needed.
~Lock the door, mark completed rooms on
Your sheet, and anticipate a inal inspection
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1.Prepare room for cleaning

- Check condition of the room and remove any room service food
items.

~Turn on all lights and report or replace burnt-out bulbs.

- Note and report any broken or missing items.

- Set the clock to the correct time and turn off the alarm if needed.
- Check the television and remote control,

- Open the curtains at each window.

- Put away hotel appliances after draining and wiping them, such
as the iron.

- Ensure the closet is neat and stocked with property-supplied
items.

- Replace hangers and remove unbelonging items.

- Check closets, drawers, and under the bed for any forgotten
items.

- Report any left items immediately to
reception, a5 guests may sl be n ulding. [

2.Remove rubbish & linen and spray bathroom

- Wear protective rubber gloves to remove rubbish, dirty linens,
and towels.

- Use a wastepaper basket to dispose of rubbish, including coffee
filters and food items.

- Clean cups, glasses, and ashtrays in smoking rooms.

- Empty and clean rubbish bins using disinfectant spray cleaner.

- Be cautious when removing used linen from the bed, checking for
sharp objects or bodily fluids.

-Place bedspreads, pllows, and blankets on a chair or another
bed, not on the floor.

~Return soiled linen to the cart, including towels from the
bathroom.

- Use separate heavy-duty rubber gloves for collecting bathroom
rubbish and disinfecting the bathroom.

- Allow disinfectant chemicals time to work while completing other

autes.
- i I
B
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4Respect guest privacy when
entering rooms. Knock on the door
three times, announcing

HOUSEKEEPING STANDARDS:

1.To uphold Triity's standards, it s crucialfor

n “housekeeping" aftr each knock
ousekeeping team members to arrive at work on time,
o iy * ! Avoid using keys or sharp objects
dressed n a complete uniform that i clean and neatly
% nock

: il
i,.i |

2.Each day, you will receive 3 foom assignment sheet to guide.
Your cleaning tasks. rioritise checkout rooms for new guests,
while stay-over rooms are typically cleaned last, unless special
arrangements are made.

ur trolley well-stocked with cleaning
inimising the need for repeated trips
boiy room. include grass cleaner,

o, ail-purpose cleaner, and air

Wear gloves and goggles when
ertal ns‘hem\u\s for protection. 5.For your security and convenience, position

your trolley n front of the door facing you. Thi
Setup acts as a barrier against unauthorised

. .. ...y . eowyandprovides easy access (o supplies.





image18.png
FURTHER TRAINING OPPORTUNITIES FOR YOU:

My office
is always open to those

English as an

additional who need

a helping hand
Alistening ear
Awelcoming smile

tps o verelming com/ncsl al
entlheath apps-4566470

‘o.org.uklenglish-as-an-adit
fonal-language-adults

‘Our product is defined by our housekeeping staff’ smon 021

You may not have direct interaction with guests who occupy the rooms but they place their trust and reliance on you.

Always bear in mind that you play a crucial role in upholding the reputation and essence of the Trinity brand
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AIMS:

1
To enhance employee satisfaction and engagement in alignment with the principles outlined in the Gallup
Employee Engagement approach.

2.

To ensure all housekeeping staff are able to consistently deliver a high standard of service that meets the brand
expectations and guest needs.
3.
To improve staff awareness and adherence to health and safety procedures, leading to a safer working
environment and reducing the risk of accidents.
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