HOUSEKEEPING OPERATIONS
Introduction

Guests stay in an establishment for various reasons such as convenience, pleasure or necessity. In all residual establishments such as hotels, the basic requirements of the guest are food, drink and accommodation.

 A hotel is a premise on which accommodation only or accommodation and food are supplied or are available for five or more adult persons at any one time for money or any other valuable consideration. In other words, a hotel is a place where people can stay overnight and have food and drink and other services against payment.
Accommodation is the space and facilities needed for sleeping and or living. In a hotel, the letting of accommodation earns most money and the satisfaction of the guest is of prime importance. The departments concerned with accommodation are:

· Front desk (reception) – sells and allocates accommodation

· Housekeeping – plans, provides and services the accommodation
· Maintenance – provides adequate hot and cold water, sanitation, heating, lighting and ventilation as well as maintaining and repairing individual articles and areas within the accommodation operation.
Housekeeping is the provision of a clean, safe, comfortable and aesthetically appealing environment. The provision of a clean, safe and comfortable environment is a prime concern for every member of staff in the establishment e.g., the chef (responsible for the kitchen), restaurant manager (for the restaurant) and the General Manager (responsible for the whole establishment).

Establishments that practice housekeeping

These include hotels, motels, town and country clubs, boarding houses, holiday camps, university halls of residence, hospitals, hostels and “homes” of various kinds.

Objectives of housekeeping in establishments

The aim of the housekeeping department varies with the various types of establishments. For hotels, boarding houses, motels, holiday camps etc. the aim is to provide quick and thorough servicing of bedrooms and public areas to a consistently high standard and with little inconvenience to the guest as possible. 

For hospitals, nursing homes, convalescent homes, hospices etc. the aim is to provide a thorough, unobtrusive (modest), regular cleaning program aimed at reducing the dangers of cross infection and meeting the need of making the surroundings pleasant.

For hostels and local authority homes, the aim is to provide a regular if somewhat less frequent cleaning service which is sufficient to maintain acceptable standards of cleanliness within the confines of a budget.

Importance of housekeeping in establishments

The housekeeping department
The housekeeping department is an operational department that is responsible for cleanliness, maintenance, aesthetic upkeep of rooms, public areas, back areas and the surroundings of a hotel. The housekeeping department deals essentially with cleanliness and all ancillary (additional) service attached to that. The housekeeping department takes care of all rooms and is often largest department in hotels. The rooms in hotels are offered as accommodation to travelers / guests as individual units.

Structure and Management of the housekeeping department
The standard and tone of the housekeeping department plays a large part in the reputation of the establishment and in determining whether guests are satisfied with their stay or not. Efficiency in housekeeping should lead to the comfort and well being of the guest. In hotels, clubs and hostels, it should result in full or greater occupancy; in hospitals, it should result in the fact that in addition to medical and nursing care, the patient’s comfort had been considered. Efficiency in housekeeping should also contribute to the saving in costs of labour, cleaning materials and equipment, furnishings etc. 

The management of accommodation or housekeeping department will depend on factors such as size, type and location of the establishment. In small establishments, the housekeeper is much more concerned with the day-to-day routine work and at times may have no assistants on duty with her. In larger establishments, the housekeeper pays more attention to detail, and will have an assistant as well as a number of supervisors to whom she will delegate some of her work. This is true for high class luxury establishments like 3 – 5 star hotels. Regardless of these factors however, the department must run with the highest degree of efficiency and at the lowest cost.

The housekeeper should be aware of the aims and objectives of the establishment as well as be informed of and consulted on any policy changes which may affect her department. The housekeeper should be concerned with cost efficiency of the department through the following:

· Making the guests feel welcome

· Inspiring confidence in her staff

· Training her staff

· Smoothening out the difficulties 

The housekeeper plans and forecasts for the department in terms of staffing, annual cleaning etc. and tries to make the fullest and most efficient use of equipment, space and human effort. The housekeeper also leads and directs; she gives instructions, trains and motivates her staff to meet the required standards. She also coordinates and controls the activities of the department in order to give a balanced, effective organization of the department. She should keep the department running smoothly, deal with problems and queries while giving consideration to guest and staff welfare and liaise with other heads of departments. She should keep records to ease her work.  

Importance of the house keeping department in hospitality establishments
Hospitality establishments include hotels, motels, town and country clubs, boarding houses, holiday camps, university halls of residence, hospitals, hostels among others. 

The executive housekeeper has legitimate access to every area in the hotel and maintains regular liaison with other heads of department and so the department through the executive housekeeper has a singular overview of the entire operation. The housekeeping department through the executive housekeeper and the housekeeping staff is the “eyes and ears” of the hotel. Their opinions and suggestions should therefore be seriously considered as they will see and hear things more than the other staff in the hotel.

· The rooms are the heart of the hotel. The housekeeping department ensures the quality, value and the price of the product which is the guest room by ensuring that the rooms’ décor is appropriate, the air odour free and the furnishings spotless clean. In so doing, the the housekeeping department encourages repeat business.

· The housekeeping department is the largest single “employer” in the hotel. The executive housekeeper has a daily responsibility of controlling labour costs, which is perhaps the most critical factor of all at the “bottom line” of the operation.

· The housekeeping department through the executive housekeeper is responsible for the purchasing, inventorying, issuance and care of many million shillings worth of property.

· The housekeeping department assumes the management of costly inventories of linen, uniforms, guestroom supplies and equipment.

· The housekeeping department through cooperation with the other departments sets the scene and maintains the scenery in the hotel.

· The impression the guest gets from the hotel comes from the condition of carpeting, draperies and bed spreads – the three things he looks at when entering the room. The housekeeping staff should therefore ensure that the impression given to the guest is one that will promote the image of the hotel to encourage repeat business.

Roles of the Housekeeping Department in the Hotel
The housekeeping department is responsible for the general cleanliness of the entire hotel and the maintenance of acceptable hygienic standards. To ensure this, the housekeeping department must perform the following roles:

· To achieve the maximum possible efficiency in ensuring the care and comfort of guests and in the smooth running of the department.
· To establish a welcoming atmosphere and ensure courteous, reliable service from all staff of the department.
· Cleaning and servicing guest rooms to make them ready for selling by the front office

· Cleaning public areas

· To provide linen in rooms, restaurants, banquet hall, conference venues, health clubs etc. as well as maintain an inventory for the same.
· To provide uniforms for all the staff and maintain adequate inventories for the same.
· To cater to the laundering requirements of the hotel linen, staff uniforms and guest clothing.
· To provide and maintain the floral decorations and maintain the landscaped areas of the hotel.
· To coordinate renovation and refurnishing of the property as and when, in consultation with the management and with interior designers.
· To deal with lost and found articles of guests and staff.

The Executive Housekeeper

The Executive housekeeper is responsible for the management and operation of the housekeeping department.
Duties of the Executive Housekeeper

· Recruitment and dismissal of staff

· Deployment, supervision, control and training of staff
· Compilation of the housekeeping budget and plan

· Organising and directing the activities of the department 

· Developing and updating housekeeping policies, systems, procedures and standards of cleanliness

· Approving expenses while ensuring cost control

· Maintaining discipline among staff and conducting staff appraisals

· Chairing daily meetings

· Representing the department in management or coordination meetings
· Compilation of duty rotas, holiday lists and wage sheets

· Checking the cleanliness of all areas 
· Making appropriate schedules for pest control, periodic cleaning and renovations 
· Completion and checking of room occupancy lists

· Dealing with guest complaints and requests

· Checking all maintenance work

· Control and supervision of the linen room and in house laundry 

· Dealing with lost property

· Control of all keys in the department
· To ensure that safety and security regulations are made known to all staff of the department.

· Prevention of fire and other accidents in the department

· Care for the sick and provision of first aid for staff and guests

· Ordering and control of stores, equipment etc. in the department

· Giving advice on the interior designs of the rooms, cleaning and associated contracts, pest control

· Keeping inventories and records of equipment, redecoration and any other relevant details of the department.

· To establish a good working relationship with other departments.

PERSONALITY ATTRIBUTES OF A GOOD HOUSEKEEPER

To be a successful professional housekeeper, one must have leadership qualities, administrative abilities, special personality traits and profound knowledge of the techniques and skills that make modern housekeeping performance possible. A lot of the executive housekeeper’s time is spent on staff: explaining rules and regulations, assignments, solving problems, and coping with the infinite variety of situations arising each day. In addition to maintaining discipline amongst staff and keeping the organization working through a chain of command, the executive housekeeper must display a graceful tolerance to many exotic characters within the establishment and let them know that management cares about them as human beings.

In addition:
i) The housekeeper should have an interest in people and tact in handling them

ii) A pleasant personality and the ability to converse with all types of people

iii) An ability to hide personal likes and dislikes and to be conscientious, fair and just

iv) Strictness regarding punctuality and the keeping of the necessary rules

v) Loyalty to the organization and to the staff

vi) Must possess critical powers of observation

vii) Must have a sense of humour

viii) An adaptability and willingness to experiment with new ideas, use initiative and take responsibility

ix) A cool head to deal with emergencies

x) The possession of a strong heart and good feet
Attributes of good housekeeping staff
There are certain qualities which a housekeeping staff should possess in order to perform the housekeeping functions which are sometimes more important than the skill too.

i) Pleasant personality- The staff should have a good presentation of one’s own self when interacting with guests. This reflects the quality of service and standards in an establishment.
ii) Personal Hygiene- The housekeeping staff should have healthy skin, clean hair, eyes, teeth, nose, nails and fingers etc. Housekeeping staff must have clean hair, manicured fingernails, clean hands and feet, and must take steps to ensure that no body odour is present. Staff must report to the doctor in case of infections, cuts or bruises as this could affect their personal as well as guest safety.
iii) Eye for detail- This is one of the greatest qualities that housekeeping staff must have. This quality enables them to take into consideration the minutest detail. The staff should possess power of critical observation to make a flawless room and keen sense to inspect rooms for perfection.

iv) Cooperation- The staff must cooperate with staff of other departments for team work and more efficiency.
v) Adaptability- The staff should be able to adopt to new ideas and accept changing situations willingly
vi) Honesty- The housekeeping staffs need to have this quality as they have access to all the rooms and guest belongings are left lying around. They also deal with various kinds of guest amenities that are very expensive. Guest belongings, sometimes invaluable, are often found lying around in the room. The temptations to steal are great – it is only the personal quality of discipline and integrity that checks these temptations. So they should have inherent discipline and integrity. Honesty ensures that staff do not smuggle guest as well as hotel property. 
vii) Tact and diplomacy- The housekeeping staff have to handle guest requests and complaints. Guests may request for comfort and services that are outside the management policy. Occasionally, room attendants are confronted with embarrassing situations both for the guests and the staff member. It takes a lot of tact and diplomacy to decline without hurting a guest’s feelings.
viii) Right attitude- The staff should have a right attitude which displays an even temper, courtesy and good humor and optimistic in nature.
ix) Calm Behavior- The staff should be able to handle situations with composed personality and humbleness and politeness. 
x) Punctuality- Should have respect for time during working hours as this reflects on his/her sincerity.
xi) Good memory- Should have good memory to remember staff likes, dislikes, needs and wishes of guests and especially repeat guests.
xii) Grooming - Especially for floor and public area supervisors, room attendants and housemen who are in guest contact. They must be uniformed and they must ensure that their uniforms are crisp, clean and well pressed. Ladies should wear light make up and restrict their jewelry to the minimum such as wedding bands and ear clips. A light cologne is preferred to a heavy perfume. Hair must be tied in a bun or worn short. Most hotels have a maids’ cap for chambermaids to keep their hair in place as well as ensure hygiene. Shoes worn must be low heeled and sturdy as housekeeping staff work long hours on their feet.
xiii) Courtesy- Room attendants as well as floor and public area supervisors are always in close contact with guests. It is essential that while talking to guests (e.g. when a guest requests for housekeeping service) that it is done with utmost politeness. Guests will certainly remember pleasant staff as this adds to the guests’ positive experience.
xiv)  Physical fitness - Most of the housekeeping work is manual. A housekeeping staff on duty is on his or her feet almost continuously. It would require physical fitness to cope with the demands of housekeeping work. This quality is essential and must be stressed at the time of recruitment of housekeeping staff. This can be ascertained through the personal medical history of candidates as well as by the medical examination by the company doctor. This quality may also be observed during the probationary period of the employee.
xv) Communications skills
The housekeeping staff must 
· Conduct themselves with a cooperative attitude.

· Speak in a friendly but sincere tone.

· Speak clearly in audible voice of moderate pitch.

· Maintain polite eye contact while interacting with the hotel guests.
xvi) Interpersonal skills
For serving the guest and working for cleanliness, the housekeeping staff must

· Possess right attitude.

· Have good listening skills to avoid any miscommunication.

· Be a good team player.
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