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Introduction
Housekeeping staffs are the most visible personnel of any hotel property who have direct contact with the guests. This personnel can determine the overall guest satisfaction towards a particular property. So, they need to be trained in a manner that makes them an efficient workforce in this regard. This task specifically focuses on the training plan for a housekeeping team that is newly hired. Training can ensure the effectiveness as well as efficiency and overall improvement of the housekeeping personnel.
Developing the Training Program
In any hotel, the housekeeping department has different personnel of various positions who may require different types of training programs and skills to perform their tasks and jobs well. Hotel Trinity’s housekeeping department may follow the following training plan which is designed for 8 weeks.
	Weeks
	Tasks/Activities
	Brief Description

	Week 1
	· Orientation of newly hired employees to the hotel staff
· Orientation with the department and hotel’s facilities
· Knowledge training, especially, property knowledge and housekeeping-related regulations
	After hiring a new group of housekeeping personnel, first of all, they need to be introduced to the other hotel staff/employees, management, and authorities. Then in the first week of the hiring, this person needs to be introduced to all the hotel facilities that the hotel offers to its guests and customers. For example, it starts with orienting the hotel’s equipment, swimming pool, and other areas of the hotel. The knowledge of hotel premises is essentially needed by every housekeeping personnel because they have extensive guest contact. In the last two days of the first week of training, I, as a housekeeping manager, give information about the housekeeping-related rules, regulations, and legislation so that the newly hired employees can be acquainted with these issues and can perform the tasks accordingly. In this regard, I will inform them about the Health Safety Act, OSHA regulations, fire safety regulations, and all other relevant legislation in a multi-media session.

	Week 2
	· Training on appearance norms including dress code
· Verbal and physical behaviours including gesture
· Performance norms
· Emergency handling
· Training on safe work habits
	Every housekeeping staff should be cautious about their appearance. Because these employees are the most visible ones and have direct contact with the guest in performing their day-to-day tasks. The appropriate appearance can determine a positive vibe among the guests and the other employees. So, proper knowledge regarding dress code, appearance norms in front of the guests, and other issues will be shown this week. Also, the standard of quality guest service is analysed on the days of this week. In the second week of the training, I will train the staff on how to handle emergencies such as fire safety issues. Procedures to perform the duties of the jobs successfully will be described here.

	Week 3

	· Review the previous week’s sessions
· Training on housekeeping teamwork
· Training on telephone call courtesy
· Training on security issues especially the room keys
	This week, the previous process of the development plan will be reviewed. And the need for working with other departments and employees will be analysed here. Housekeeping employees need to cooperate and coordinate tasks with other departments especially the front office and the maintenance department. For example, housekeeping’s room status report needs to be communicated to the front office staff to gain real-time room status information to sell the guest rooms. Then training on teamwork will be provided among the housekeeping employees. This part is vital and one of the most important parts of training as most of the housekeeping tasks are based on teamwork. Training on a telephone call is another part that will be trained this week. Special training tactics will be analysed here. Security training, especially the guestroom security, and issues on key handling will also be provided.

	Week 4
	· Training on guestroom cleaning
I. Entering the guestroom
II. Cleaning the guestroom
III. Finishing guestroom cleaning
IV. Follow up training
	On the first day of the week, the room attendant will be trained on how to clean a guestroom. First of all, they will be acquainted with the room assignment sheet. Then preparation for entering and cleaning the guestroom is required. After entering the room, the housekeeping staff will prepare the room to clean. Then cleaning procedures, processes and ways will be demonstrated in front of the staff. Cleaning the bathroom, tub, floor area and others such as windows, etc. will be demonstrated. After finishing the cleaning process of a particular room, the manager will demonstrate to the staff how to follow up the process or do a final check.

	Week 5
	· Review the guestroom cleaning procedures and processes
· Training on making beds and mattresses 
· Training on cleaning the multi-room guest faucets, suites, floors, lobby areas, and other public spaces
· Acquainted with different cleaning supplies
· Training on how to use the equipment
	In the first couple of days of this week, guestroom cleaning procedures and the process of the previous week will be repeated. Then the newly hired housekeeping staff will be acquainted with different cleaning supplies that are required to clean a room or other area. Procedures for cleaning smoking rooms, suites, public spaces, corridors, and various sites are then demonstrated. Special suites should be prepared in such a manner that satisfies the needs of the guests. The bedroom plus living room cleaning process should be trained here. Different supplies used in the cleaning process such as chemicals, vacuum, and other small equipment for example root attendant carts, etc. should be demonstrated and described as the usage issues of these issues. Room attendant carts usage and loading and issues will be trained here. This week, these steps along with other tasks relevant to clean the guestroom will be analysed.

	Week 6
	· Review the progress of the room attendant
· Train the new bell attendant
· Train new concierges
· Train other individuals
	The progress report prepared for housekeeping staff, especially for the room attendant or guestroom cleaners will be analysed. Any shortcomings and limitations will then be described to them. If a new bell attendant who usually provides baggage service to the guests is hired then training regarding handling these services will be provided at this stage of the development plan. New concierges should be trained at this stage so that their duties and responsibilities regarding the hotel can understand. Room attendant and cleaners will repeat their tasks at this time also.

	Week 7
	· Focus on cleaning skills
· Training on etiquette and behaviour
· Training on providing turn-down service 
· Train to handle unusual guest requests
· Training on handling the housekeeping inventory items
	Stress the room cleaning process this week also and repeat the cleaning tasks. More rooms will be assigned to clean by individual staff. At this time, the housekeeping staff members will be trained on showing appropriate behavior and etiquette such as respecting the guests and other issues. Special turndown service providing training will also occur here. Sometimes there are several unusual requests made by the guests that might break the hotel policy. These request-handling techniques will be demonstrated here. Various inventory items need to be handled by the housekeeping staff. These include linen, bedsheets, bedspreads, table cloth, napkins, and others. Training regarding the handling of these inventory items will be provided at this time. Proper handling of these items will save an enormous amount of the costs of the hotel

	Week 8
	· Focus and repeat the previous skills acquired
· Continuous observation
· Giving feedback and reward
· Assigning the final task
	In the final week of the plan, the previous training will be observed. And repeating the tasks assigned to the individual staff of housekeeping will be ensured to gain competency and efficiency. Continuous monitoring and observation of the tasks of this personnel will be applied here and proper updated feedback will be provided at this time. It will find the strengths and weaknesses of the staff who are in the process of training. Finally, the main task of every newly hired housekeeping personnel will be distributed here to perform as a routine duty based on the performance.


Conclusion
This paper analysed a training program for the development of a newly hired group of housekeeping staff. All the housekeeping staffs require fruitful training to perform their assigned daily activities. From properly cleaning a guestroom to baggage service to the concierge service training are analysed here. Every housekeeping staff member needs to possess the skills that are required to handle everyday housekeeping issues. To enhance productivity, efficiency, skills, and overall improvement the training program is necessary. In this regard, this training plan will ensure a housekeeping team who possesses all the required skills.
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