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Introduction

Hilton's Commitment to Cleanliness and Satisfaction at Hilton, we are deeply committed

to cleanliness and guest satisfaction. Housekeeping is at the heart of our operation.

The Essential Role of Housekeeping Housekeeping is not just a task; it is the backbone of

our guests' experiences, upholding Hilton's reputation.

The Importance of This Training This training is your gateway to success in maintaining

Hilton's high standards, creating memorable guest experiences.

The Pivotal Role of Housekeeping ensures that guests feel comfortable and at ease in our
hotels, making their stays memorable. This training equips you to play a pivotal role in

delivering on our commitment to excellence. (Hilton travel flexibility and safety standards)




General Cleaning Procedures

Dispose of Rubbish and Replace Liners. Efficient waste disposal and liner replacement maintain cleanliness and sanitation.

Dust All Surfaces and Vacuum Floors. Regular dusting and thorough floor vacuuming ensure a clean and comfortable environment.
Sweep and Mop Hard Floors: Hard floor maintenance includes sweeping and mopping for cleanliness and safety.
Check for Lost and Found Items: Attention to lost and found items exemplifies our commitment to guest satisfaction.

Inspect and Replace Light Bulbs. Adequate lighting is essential; replacing burnt-out bulbs is part of our standard upkeep.

Disinfect High-Touch Surface: Regularly disinfecting high-touch areas enhances guest well-being and satisfaction.
Set Thermostat to Standard: Ensuring a comfortable room temperature for each guest upon arrival is vital. (Chant, 2023)

The Impact of General Cleaning: These procedures are the cornerstone of maintaining Hilton's high standards. They ensure a clean,

comfortable, and safe environment, reinforcing our reputation as a trusted hotel brand.
Continuous Training and Quality Control: Ongoing training and quality control ensure consistent excellence in housekeeping practices.

This concise version maintains the focus on each cleaning procedure's importance and underscores the significance of continuous training and

quality control.

(Sharma & Kaushik, 2021)




Bedroom Cleaning

Strip and Remake the Bed: Refreshing the bed by replacing used linens with fresh ones for guest

comfort.

Dust Headboards and Frames: Ensuring spotless headboards and frames for an inviting

atmosphere.

Vacuum Under and Around the Bed: Removing hidden dust and debris for guest safety and

cleanliness.

The Impact of Bedroom Cleaning: It is about creating a clean, cozy, and welcoming

environment for each guest.

Attention to Detail: We differentiate ourselves through meticulous attention to detail.

Continuous Training and Quality Control: Ongoing training and quality control maintain our

high standards. (Jayanti, 2023)



Bathroom Cleaning
Clean and Sanitize Toilet, Sink, and Shower: Thoroughly

clean and sanitize these areas for guest health and

satisfaction.

Replace Towels and Toiletries: Keep well-stocked to ensure

guest comfort and convenience.

Ensure the Mirror Is Clean: A clean mirror reflects our

commitment to excellence.

The'Impact of Bathroom Cleaning: A clean and hygienic

bathroom is vital for guest comfort and satisfaction.

Attention to Hygiene: It is about creating a hygienic space

for guest well-being.

Continuous Training and Quality Control: Ongoing

processes maintain Hilton's high standards.

Final Inspection
DOUBIECHECKICIEaRINESSERANIVISIREERERCE: \\e perform a final

inspection to ensure each room is not only clean but meets Hilton's high

standards.

VeriPrope ARty AFTangement: \\ve also check that amenities are

correctly arranged for guest comfort.

ChECKICURAIRS/BIIRUSIANCIREROFMISSUES: \Vindow coverings are

inspected, and any issues are reported for prompt maintenance.

TRENpactoRFIRAINIRSPECEION: 1t is the last step to maintain Hilton's

excellence and ensure every guest room is ready for a comfortable stay.

QUENTYASSHFANGE: Final inspections are part of our commitment to

quality assurance, upholding our high standards.

CORtiRNCUSFAIRAGEREIQUANIACHRTGI: Ongoing training and

quality control make our final inspections consistent and thorough.

(Rohaeni et al., 2021)



Restocking
Top up Towels, Toiletries, and Amenities: Ensure guest rooms are well-stocked for their
comfort.

Ensure the Room Service Menu Is Up to Date: A current menu offers convenience and

enhances guest satisfaction.

The Impact of Restocking: It is about expecting and meeting guest needs for comfort and

convenience.

Continuous Training and Quality Control: Ongoing processes ensure that we consistently

meet Hilton's high standards in restocking. (Korstanje & Norrild, 2021)



Employee Engagement Model

Employee Engagement Model: The model is our foundation for achieving excellence in housekeeping.

Communication: Open, clear communication keeps the team informed and aligned with our mission for superior guest

service.

Training: Continuous learning empowers our team with the skills and confidence to excel in their roles.
Recognition: Acknowledging outstanding work motivates our staff to uphold Hilton's high standards.
Feedback: Regular evaluations and feedback sessions ensure consistency and growth.

Incentives: Tangible rewards inspire our team to consistently deliver excellence.

The Pivotal Role of Engaged Employees: Engaged employees are the heart of our success, embodying our commitment to

excellence and guest satisfaction.

Ongoing Commitment to Employee Engagement: Our model is an ongoing commitment to keeping high standards through

continuous training, recognition, and quality control. (Reidhead, 2020)



Here are some Examples of Best Industry Practice

Marriott International

Marriott's "Take Care" program, it prioritizes employee well-being and offers health, wellness, and career development benefits. This fosters
employee satisfaction, translating into better guest experiences, higher guest satisfaction, and loyalty. (Hotel Industry News: Marriott News

Center 2019)
Hyatt Hotels

Hyatt's "Hyatt Thrive" program engages employees in community and sustainability activities, creating a sense of purpose and pride. This

boosts employee engagement and results in improved guest experiences, enhancing guest satisfaction and loyalty. (Chitre, 2021)
Four Seasons

Four Seasons' commitment to employee development, exemplified by its "Four Seasons Service Culture," empowers employees to enhance

guest experiences. This results in highly engaged employees delivering exceptional service, elevating their global reputation.

These industry examples underscore how employee engagement practices contribute to guest satisfaction and loyalty, supplying insights for

Hilton's own employee engagement model. (Recruitment & Career Development: Four seasons' hotels)



Conclusion

In conclusion, Hilton's Housekeeping Training program is a vital resource for keeping
cleanliness and guest satisfaction. It emphasizes the importance of meticulous attention to
detail, ongoing training, and employee engagement to consistently meet Hilton's high
standards. This program plays a pivotal role in ensuring every guest enjoys a clean,
comfortable, and satisfying stay, upholding Hilton's reputation for excellence in the

hospitality industry.



References

(No date) Hilton travel flexibility and safety standards. Available at: https://www.hilton.com/en/p/what-to-expect/learn-more/ (Accessed: 01 November 2023).
(No date) Hotels by Hilton - book the best rates across all brands. Available at: https://www.hilton.com/en/ (Accessed: 29th October 2023).

Chant, J. (2023) 10 steps to clean a hotel room in under 30 minutes, Envirodri. Available at: https://envirodri.com/News/156-/10-Steps-to-clean-a-hotel-room-in-under-30-Minutes
(Accessed: 01 November 2023).

Chitre, Y. (2021) Employee engagement case studies: A look at Hyatt’s wildly successful strategy, HubEngage. Available at: https://www.hubengage.com/employee-
engagement/employee-engagement-case-studies-a-look-at-hyatts-wildly-successful-strategy/ (Accessed: 01 November 2023).

Hotel Industry News: Marriott News Center (2019) Marriott International Newscenter (US). Available at: https://news.marriott.com/ (Accessed: 28™ October 2023).
Jayanti, J. (2023) ‘Hospitality, hotels and housekeeping’, Hotel Housekeeping Management [Preprint]. doi:10.23912/9781911635543-5498.

Korstanje, M.E. and Norrild, J.A. (2021) ‘Maids and housekeepers at Luxury Hotels: Life Stories in hotels of Buenos Aires, Argentina’, International Journal of Tourism
Anthropology, 8(2), p. 129. doi:10.1504/ijta.2021.10039115.

Recruitment & Career Development: Four seasons hotels (no date) Recruitment & Career Development | Four Seasons Hotels. Available at: https://www.fourseasons.com/landing-
pages/corporate/careers/employee-experience/ (Accessed: 379 November 2023).

Reidhead, C. (2020) ‘Impact of organizational culture on employee satisfaction: A case of Hilton Hotel, United Kingdom’, Journal of Economics and Business, 3(1).
doi:10.31014/aior.1992.03.01.209.

Rohaeni, N. et al. (2021) ‘The analysis of Hotel Linen Cleaning Standard in Housekeeping Department’, Proceedings of the 6th UPI International Conference on TVET 2020
(TVET 2020) [Preprint]. doi:10.2991/assehr.k.210203.130.

Sharma, S. and Kaushik, T. (2021) ‘Aesthetically clean to clinically clean — a study on new housekeeping practices in Delhi hotels beyond covid-19 pandemic’, Worldwide
Hospitality and Tourism Themes, 13(5), pp. 646—659. doi:10.1108/whatt-05-2021-0069.



	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11

