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- Mukul Kaviya

3rd Year
PLANNING & ORGANIZING THE HOUSEKEEPING
DEPARTMENT
Planning is the Executive Housekeepers most important
management function. Poor planning can cause so many day
to day problems. So, the Housekeeping is responsible for
cleaning & maintaining s0 many different areas of the hotel.
Planning should be done in a systematic manner to obtain set
objectives. The step by step planning process can be
different from one hotel to another hotel and different S0P
may be in use across companies, but essential tasks are the
same. Housekeeping planning should be done on paper and
needs to be properly documented,
The documents required for planning are as follows:-
Area Inventory List (AIL)- Planning of the housekeeping
department starts with the area inventory list, as it clears
the tasks to be done in systematic way. As most of the hotel
offers a large variety of rooms to guest so, AlL helps to
create inventory list . While miaking a room for sale AIL also
helps to make a systematic approach to work as it,
smoothens the task and keep less chance of errors. E.g Area
within a guestroom may appear on an inventory list as they
are found from right to left & from top to bottom around the
roonL.

Frequency Schedule

1t tells about the time things required to be clean also,
frequency of cleaning. [tems that must be cleaned on a daily
or weekly basis become a part of a routine cleaning cycle and
are included into standard work procedures. Other items
which must be cleaned, monthly or less frequently are
ingpected on a daily basis but they become part of scheduled
special cleaning.

Performance Standard

There are required levels of performance that maintain the
quality of work that should be done continuously to the
expectations of the property. The key to consistency in
service is the performance standards which the Executive
Housekeeper develops, daily inspections & periodic
performance. Evaluation should follow up with specific on
the job coaching & re-training. This ensures that all
employees are consistently performing their tasks in the
mast efficient & effective manner.

Standard operating manuals-Job procedures

Ajob procedure specifies the way in which a task is to be
performed. Job procedures should be used during induction
and training sessions and ought to be incorporated into the
department's procedure manuals. Updating job procedures
is necessary as and when changes in equipment, cleaning
materials, and so on, oceur. They are most popularly called
'SOP's’ or standard operating procedures.

= S0P comprise the following information:

= Equipment and materials required

= Job to be done

= Procedure of work

= Satety factors

= Time required to complete the job

+ The goals in establishing SOP's are as follows:

= To aid standardization

= To help in training

= To preserve surfaces and materials

= Ta ensure the completion of a task suceessfully

= To effect a saving on cleaning equipment and agents

= Tao prevent accidents

= To help in training

= To ensure the completion of a task successtully

= To aid the compiling of work schedules and helpin

- Rachit Sharma
3rd Year

w I
Guest Satisfaction in Housekeeping
Customer satisfaction is crucial to the success any
business, No matter how innovative their product or
competitive your pricing, if vour customers are
ultimately unhappy, theyre not going to stick around
which makes housekeeping a very vital part of the
hotel.
Housekeeping is a department in the hotel industry
that maintains cleanliness, hygiene & perfect
ambiance in each and every sector except the kitchen,
Housekeeping is also known as the backbone of the
hotel industry. The hotel business depends on the
guest. Housekeeping is the department that is perhaps
responsible to bring back the guest to the hotel again
and again. This is se because the guest wants personal
recognition and the housekeeping department has
ample scope Lo pay attention so to all guests, thus
making them feel important.
Moreover, the housekeeping department is responsible
for the maximum revenue generation for a hotel as the
main product of the hotel is a room and rooms are the
most perishable commodity in a hotel. This makes
GUEST SATISFACTION extremely Important
To understand this, we need to understand the
benefits of guest satisfaction
BENEFITS OF GUEST SATISFACTION
- Increases Brand Lovalty: Even alter vou do everything
in vour power to keep customers happy, it stands to
reason they'll be more fikely to stick around for the
long term.
+ Boost Trust
- Attract Positive word of Mouth: Consumers are
naturally less inclined to shout about the good stuff
you do, but if your customer satisfactionis high, you're
well placed to reap the benefits of word-of-mouth
marketing.

—

-Prashant Megi
1 I 3rd Year

FLOWER ARRANGEMENT IN HOTEL
Aflower arrangement may be defined
as the art of organizing and grouping
together plant materials (flowers,
foliage, twigs, ete.) to achieve harmony
of form, colour,; and texture, thereby
adding cheer, life, and beauty to the
surroundings, It is essentially a
decorative piece and should be the
centre of attraction, An arrangement
can be composed of only flowers

and for foliage or in combination with
vegetables and fruits. Flower
arrangements have an ability to
introduce a personal touch in an
otherwise staid and impersonal hotel
reom, Arrangements can be used in
lobbies, restaurants, suites ete, Guests
appreciate flowers for the freshness
they bring to the surroundings.
Arrangements need not be reserved
only for parties or special occasions.
They can be used regularly depending
on the season and the theme. The
unconventional and dry material can
also be used to make arrangements
which are more economical and last
longer.

Some essential flower arranging tools
and supplies

+ FROGS- It holds flower in the place,
while also contributing to the beauty of
the design

- BRANCH CUTTER- A basic branch
cutter is necessary to prepare flower
stems for conditioning

» CLEAR TAPE- Clear floral tape is

useful in making grids on the
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by: Saranya Dev Sawhney

A key can be defined as a necessity to open a specific kind of lock to a specific
place. These play a very important role in the hotel industry as the guest
security is of outmost importance to a hotel,

Operation of focks

All doors of the guests' rooms in hotels lock automatically when we close
them. This is designed to offer maximum security. Inside on the doorknob,
there is & small button which enables the guest to double lock the door frem
inside for maximum security. When the door is double locked small pin shows
autside, then the hatel staff will not enter the room and treat the guest room
as a double locked (d/f) room. Many hotels also have chains inside the rooms
for extra security at night for the guests.

Types of keys
= Metal keys

The traditional bocks which open with metal keys and heavy key tags are
attached to them with hotel name and room no. Printed on the tags.

= Computerized key cards
In the modern days, computerized key cards have replaced traditional metal
keys, These keys are programmed by computers and look like credit cards and
are also known as card keys, They can have magnetic strips at the back of the
key card, or some have punched holes which are programmed,

Categories of keys

= Guestroom keys
These keys are issued to the guest by the front office on arrival. The guestroom
keys open a single guestroom but not the double-locked ones. Normally guest
keys have heavy key tags to discourage them from taking it out of the
premises.

= Master keys
These keys open the guestrooms that are not double locked and the four levels
are:-

A Sub Master Keys/Section Keys: - these are issued to room attendants,
walets, room service waiters, minibar service staff. Usually, the key opens
the door of a section of room on a floor only but not the double-locked
ones. Section means 12-15 room as assigned by management to be
maintained by one chambermald/room attendant. Chambermald/room
attendant is expected to wear a gadget (waist belt) around their waist
for the safety of the keys

. Floor Master Keys: - these keys are issued ta floor supervisors. This key
opens the entire floor. it enables floor supervisor to supervise afl the
reom which are not double lecked. Floor supervisors will be issued more
than one-floor master key If they are responsible for more than one
floor.

C. Pass Key/Master Key: - this is generally issued to deputy housekeeper
fassistant housekeeper, This key allows access to all the room in all the
floors of a hotel which is not double locked. It enables assistant
howsekeeper to check any room at any time at random. This key at times
cam also be issued to floor supervisor in case they are responsible for
many floors at a time.

D. Grandmaster Key: - this is the only master key which can open the room
even if it is double locked. Opening a double locked door means
interfering in guest privacy 50 managements consent is required to use
this key. It can also double lock a room if access has to be denied. Due to
the importance of the key, this is kept only with executive housekeeper,
general manager and rooms division manager and security manager,

= Emergency key
This key is used very rarely only in emergency situations like fire, or when an
employee is locked in the room. This key opens all the doors of the hotel which
are double locked and can also double lock a room to restrict access. it is
generally kept in hotel safe, or safety deposit box.

» Supply Keys
These keys are used starercoms, linen room, office where the cleaning agents
and equipment’s, important documents are stored.

-Shradhanshi Singh

3rd Year

Hotel Rooms

Inventory, the number of rooms available to distribute or sell across
channels, is the most important aspect of your hotel business
Any day if unable to sell a room, a chance to generate revenue is lost,
Fora guest, a room could mean privacy, comfort, ¢cleanliness,
convenience and security. For a hotelier, it's a source of révenue, like
any other product offering. In order to realize the sales potential,
hotel rooms need to be setup and defined properly, with each one
highlighting the unique selling point {usp) or the offering. These
days, hoteliers and managers can’t offer just standard rooms for
reservations,
Understanding room types
Different types of hotel rooms are defined to let cistomers know
what they can expect.
Standard room types — small & medium-sized hotels

«+ Single room ~ | bed, | sccupant

= Double room — 1 bed, 2 cccupants

« Twin room — 2 beds, 2 occupants (can sometimes have joining

single beds)

+ Triple room - | double and 1 single bed, 3 cccupants

o Cuad/family room — 3 beds (1 double and 1 single), 4 occupants
Additional room types - boutique & big(ger) hotels

« Queen ~ 1 gqueen bed, 1 or more occupants

+ King~ 1 king bed, | or more occupants

« Suite/exccutive sulte — & room with separate living space and/or

multiple bedrooms

Other room types

+  Apartments

» Accessible rooms
Studic — a room with a studio bed or a sofa bed
Murphy rooms — a room fitted with murphy bed
+ Cabana — room adjoining with swimming pool
Hoteliers, especially the ones whe own small properties, tend to come
up with too many room types as they consider every room to be
unigue, While it"s important to differentiate major room features,
whether through descriptions or naming convention, it's also
important to consider that a higher number of room types means that
it will be harder to reach 100% occupancy and might be confusing to
Buests,
Fora small property, and each room offers something unique, it
makes sense to list each room as a different room type. However, for
a bigger hotel it’s better to not exceed 5 room types for optimal

inventory management.

Conclusion

Guests looking to book stays are as price-conscious as ever; but it
doesn't mean prospective guests won't be likely to shed a bit more
for a hidden gem!

If room types serve specific needs and allow guests to align with
offering, more bopkings coming in: While someone might want a
boutique experience, somecne else would losk for a pool-facing
room, The interior and amenities play a huge role, and content should
take into account all usps:

The right ¢lassification of rooms lets guests see the different
personality and character in every roem. Defining specific but
comprehensive room types are the best way to pique interest among
prospects, and allows them to take a look at what is being offered.

Sheadhanshi Singh
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3rd Year

Cifferent types of surfaces in a normal hotel
In a hotel, whether luxurious or budget, one can find different types of
surfaces. Considering the functioning of a hotel, different areas have
different surfaces. Giving the properties of the material the surface is
rmade from, there are different maintenance and up-keep processes for
different materials.

Metals

Metals form the whole part of many fixtures, fittings, and iterms of
furniture. One can easily find the metals namely silver, steel, copper,
brass, bronze, aluminum, and iron. Metals are exposed to risks like
tarnishing, scratching, rusting, and many more. For countering the
same, various types of protective finishes are executed on the metals,
Some of those finishes are; Painting, Electroplating, Galvanizing,
Anodizing, Tin-plating, Plastic coating, etc,

Glass

Glass is a transparent, lustrous, and brittle material made from silica or
sand. In a hotel, you may find the use of glass in the making of
windows, furniture, vases, lightening fixtures, tableware, kitchenware,
ete.

There are different categories of glass. On the basis of constitution and
properties, glasses are classified into three parts namely, soda-lime
glass, lead glass, borosilicate glass, ete. And on the basis of use and
form, the classification is increased by more than 5 types, flat glass,
fiber glass, Obscured glass, hollow glassware, Safety glass, cut glass,
ete.

Cleaning process for chandeliers: In a royal paface hotel, chandeliers
add up to that beauty of a particular area, Their cleaning is a herculean
task in itself as cut-glass chandeliers are delicate and expensive. A
chandelier is dismantled, and each of its pieces are cleaned with
synthetic detergent mixed with lukewarm water.

Ceramics

Ceramics are made from sand and clay, For the manufacturing process,
different types of sand and clays are mixed together. In a hotel,
ceramics are used in the making of sanitary fittings, vases, floor tiles,
cooking utensils, and crockery. Earthenware, Porcelain, Bone China,
and stoneware, etc. are different types of ceramics to name a few,

As they are easily crackabie, the cleaning process is delicately
executed. For the same, a neutral synthetic detergent solution is used
and furthermore, the-article is rinsed in water and dried

Wood

Wood provides the hotel with a lavish look that can please the eyes of
its customers. it's a hard, fibrous, and porous material. As far as
classification is concerned, wood Is classified in four parts, namely
Solid Woods, Wood boards, Woven stems and Cork.

The wood is ekposed to the threats like water ahsorption, fungal
attacks and pests infestations. Therefore, protective treatments are
executed on wood to counter these threats. The wood is provided with
the protection of Beeswan, varnish, lacquer and oil in order to increase
its shelf-life,

Stone

Different articles in a hotel are made from stone namely tabletops,
countertops, ashtrays, decorative idols, ete. Majorly, different types of
stones are used as for flooring finishes and external wall surfaces.
One can find natural stones |ike marbie, sandstone, granite, quartzite,
slate, etc. in the hotel premises.

For the cleaning purpose, detergent and hot water is the great option.
On the other hand, abrasives may be used in order to remove stains.
Conclusion

We can conclude that different surfaces in the hotel premises and
guest rooms gives an aesthetic appeal to the overall décor of the
hotel. Yes, the maintenance processes are time and effort consuming,
butin the end, its worth it

- Dikshant Raj Singh
3rd Year

ROLE OF HOUSEKEEPING IN
HOSPITALITY OPERATION

NEWSLETTER

e Housekeeping department
takes pride in keeping the hotel
clean and comfortable, so as to creg
a ‘Home away from home'. The aim
of all accommuodation establishme
is to provide their customers with a
clean, attractive, comfortable and
welcoming surrounding that offer
value for money, Mothing sends a
stronger message than cleanliness
in a hospitality operation. No level
of service, friendliness or glamour
can equal the sensation a guest had
upon entering a spotiess, tidy and
comveniently arranged roorm.

Housekeeping is an operational
department in a hotel, which g
is responsible for cleanliness,
maintenance, aesthetic
upkeep of roomns, public area,
back area, and surroundings.
A hotel survives on the sale

of recom, food, beverages and
other minor services such

as the laundry, health club
spa and so on. The sale of
rooms constitutes a minimum
of 50 percent of these sales.
Thus, the major part of the
hotel's margin of profit comes
from the room sales, because
a roorm once made can be
sold over and over again.
:__*'_','..--"

HOUSEKEEPING THE BACK BONE OF THE HOTEL
INDUSTRY

Weall bave to-travel, sty in % star hotels and go to fancy rstraunts, Bt have you cver thought sbout who i
keepumg ther your hotgl reom clean, or how when you léxve the room diny with clothes sving sroesd and
sedidenly find 8 clean and mansged room when you come back alier 8 tiring day of adveohure. When we visit
mny boted we are fookisg a1 the front lmers, the Front desk, wat sadl, oe, bt whan in fact {s keeping the
Bote] runsing s the housekeeping denarment. If vou are askiag how? Well fhrse ok yoursell this, will vou
sy a0 bobel whert the rosans snell or hive a vt of dart piled up sverywhienc? Mo right. hat's where the
housckeeping department steps i their job is to create 3 comfortable experience for their guest, They
wierkook laundry and maintain the cdesnliness of the ootire Hotel Except Krchen arcas, they are in chargs
of the flower amaegements and making the boted preseniable. The best hotel i the one which hes 2 good
housekenping depariment. So yos indeed housckeeping department is tho backbeni: of the hotel indury, if
you sk me, becanse without them o hotel wouldn't be the same, 20 the next time you viss a hoel makes
sure 10 thank the housekeeping staff for making your experience and better. The i
departneant and their cas do spimit sed reoagiess hard work & the reasen for our smazing hotel stays,

Many people ok own on the housckeeping dopen ased are 5ot eduale on i pects and importance, b
withont this depastmcot a hatel will surcly sot be complete, Think of it thas way housckeeping depestment i
thie ghee that holds the hite] togethes, froen tending e the fooms, to mainisining the common s like
Bobby and banquels, and laking care of the i holels laundry, the housckeeping stall is wederpiid and
evermoeked and do nol pes the vespect they deserve, 13 high Bme 1 enact change brings aboul swareness
and oduiate curselves and give the departmeent the doe respodt they deserve, S0 i vou are a fellow hotelser,
ke wure the peopile arcamd you know how misch work goes inte 3 hoiel by every depastment o make their
sty comforinhle and nice. Make sure that you as & hotelier are proud 10 be one nd do everything i Four
powi o mike your botels giacst happ i asd satisfed.

Y RHIDY A GUFTA
RLL MO- bb L3140
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Area cleaning and cuntent hrends in housekeoping-

-Vaishali Kaushik
. i 3rd Year
Housekeeping in the hotel industry: Trends & opportunities

The haspitakty indurry is & werviee-nnemted industry whenr fuest experiencs and satifaction are
urcomprontisaie. Therefon, it i qute (mpartant Hhat hiph itondards are malntgined i terms of
safety, security, cheanlngss & hygiens o provicke the hghest fevel of customer sotisfaction. And,
Ihas ot 0 great amount of responsiiniy on the shoulters of hausebsepers in the hotel induatry
By Heetha Thamas,

Thee Feruseheeping departrent it vial for the overall suzcesy of 3 hertel 2u 3 ot anly
enhances sach and overy dement of the hotels Yace' tut 5 alse the highest revenie
REnEnabor. With advancerrents in bechrology and madernisation, the face of housskeaping
has changed and Is no mare considersd to be a back-of-the-house department of the hotal
Hesekeeping depariment srtuts the deaniisess, safepiardeg and sesthetic enireat of b
hotel, Howewer, with the passing time, househoeping senvices a0 increasingly becoming
scientific and mechanised and technology has brought 3 sutmtentlal change in effidency and
pradusct quality In the housekeoping department as it Rads to @ reduction of manpower and
(Eeieg. Earkor, the househmaping depari mend wis sonssderod responsibe only for maintaining
bsic cleantiniss and maintenance of the property and very hess emphasis wis daid on
- rRports, sofhwane, traisieg of statl relyted to the labest Puppening m (R fesd of
housekeeping. However, In the Lt few yesn, 3 ot of fedus is being Laid oe creathity,
innowation, training, use of the latest eguipment and techinokogies snd voftware in the
heuselseping sectee, Some of the lates] brerds pestainiog o housekeoping departmant are
s Pt

Gos Gt
Going green B the labes trend and houvekespers ane g eco-friendly smenitici,

| commogitis 1o coanserve water and enargy. With the forus progresshvely om responsiale

Amuriden ard freen pratsices, thirs B much mone 1o being sestogicatly Figrdly than reusing
Abupts ey {gearels. For exanple, fh aengy Manageman systiem i the hotel heips 1o
Analyse (L3 from major eetrgy concuming appliases He cammpet fhuedescent lampsana
weifing ipotion oo s used Tn meeting foom, conlerondn Toons snd publc areas ty
e datn ONTEY Wttt
Technalogy savvy houtehesping
st o B Pty it weating) heandly i dsfoemation: techaslogy IT] intrastructure s
mtwotking thof depdoys ther L3 techaicad aovances in their pooruns: New lechisiogss
Bl VW Fi it fiaelity), raaio Eraguency ldendficarion, GPS {plobal pritioning systeml,
VNI vt anviest Ind st e sicenl), Ransheid communication Sovioss and WEAN (Wiskles
lxal acca networks) are denckplg mpldhy. Ao, the adoption of produtts like #z purifiens,
i curtalne, 8-30 ihch matiresses for uitimaie sleep enperienie, Hgh tvead cound lieen,
Wi pilioa, Svweer ubaie, 0 Dut il cominnalioes, tranded smenntaes, Rads sifts,
aromatherspy products & aromatier hay sccelerated Mary types of softwane baving.
compretensive hoyusskeeping applications. ace being wond today in the hotels, With the beip
of technology, the customer's involvement in wervice defivery hos een increased.

ol senvices
Hubasehtsig 5 & Laboud “RbeAsi departiment 5nd ineat of the hitel Ehalng frergeive
wutiaing so-an ohusthor bualnory stratogy. Outourcing provos to b S Sost sokition Yot
iy npotialined daske 21 Jt is Bighly past -olfecsive 3nd v geod busineds strategy fo meet
the desmands af hote! standards. it ako belos In roducing manpewior - reabed ieswes ke filing
iy gag due o attrivion of manpowes, unavaiiability of suitable porsonned & Lraised
AR, HEive, PELSNING EIpRees i thi hotel industiy 1§ » migsl chalinge due 16
i e sehinales, i3t Sampanastien, strysically dimasding taski, hgh aressae
erniroemint., and urcomiertable werk oolture, Genenlly, p:r:u-mwhmci-\'ﬂ.ms-@k -n

5 “S” of Housekeeping

BY Piyush Poptani
3rd Year

‘What are the 557 58 is amongst the first and fundamental steps
implemented by an enterprise towards the path of implementing Total
mmlwmmwmmmmﬂmwmm
55isap igned 1o riplace, keep it cean, maintain
mmmwm.nm&mmmmhm
each individual to achieve and maintain a world-class enmvircnment. it was
invented in 1972 by Henry Ford in the United Siates as the CANDO

2| Claaning up, , D and Ongoing
|ﬁ1pmuuma|i.Thatodlnkpemspuplu‘izndas msﬂ'in‘fsﬂﬂw
Hiroy. Many entarprises have practiced the 58 and derived significant
benefits from IL. In particular, this technigque has baen widely practiced in
Japan, Most Japanese 53 practitioners consider 55 useful not just for
Improving thekr physical enviranment, but also for improving their thinking
processes 1oo. In Japan it is also called ‘'workplace management’.

What is the meaning of 557 55 is the acronym for five Japanese words:

Seirl. Seilon, Seiso, Seiketsu and Shitsuke and they represent the five

steps for a systematic technique for good housekeeping as indicated in the

table below:

iw{s«ﬂ | Digtinguish b y and v
| items. Remove the latler

Sedlon (Set in order) 'Emfnmmdlc‘n:m‘anlawblmmw

jem
! Shitsuke (Sustain} Funowunme 1o keep the workplace 55-right
T ol the gain, ]

Wiy dio we practice the 557 The general concept of the 55 is that they are
intended fo efiminate waste (Osada, 1993). Working in disorder is neither
productive, nor safe. 55 ks a simple and practical method to instl a quality
culluse at the work place. IL s refatively easy 1o undertake, and requines
minimal additional resources, The first and small investment made in time
and effort pays off in a much bigger manner when the results are realized
and maintained. Among the mamn benefits of implementing 53 are: the
workplace becomes cleaner, safer, well-organized and more pleasant fioor
space utilization is impreved workflow becomes smoother and more
systematic and non-value added aclivities are reduced; time for searching
tools, materials and document is minimized; machine breakdowns are
reducad since clean and wall-maintained equipment breaks down less
frequently and it also becomes easler to diagnose and repair before
breakdowns occur, iherefore extending equipment life; erors are
minimized leading to making defect-frea products; consumables and
material wastage are minimized; the morake and satisfaction of employees
improves; and the productivity of the organization improves together with
the guality of products and senvices.

1, SORT

5. SUSTAIN o & 2o

’—‘ 55
Ty

How to implemant 557 An ITC diagnastic tool is included in Annex | to
enable you to assess and scose the implementation of your 55, It would be
b St the i o with O ared in the

organisation and then after geting positive results lo extend gradualty to

oﬂmm However for effective implementation, & would be important te:
and al i d about the imp

mmmussmwwmmmwammm

thamidess job whicl resulls in ko wrceale o 3
Piobts A Tk fonmulaion an Inigiémianbition f daes rm‘m strebegies ta cd_ze
iha erystnyen Eurnoer. In this soenars, training and othating srplopees it o fuodamental
toa B stabiltie rew siall,

Canchation

Heaseieping Is not onky about grsuring cleaniiness bist also contstently mantaining the
wphan of the Retel by sdnpting isnovitive trends and practaces in hoosskerping. Therefore,
1 sty ghead of e curve, uniquee and sdvanced tedvinioghes. must be incoeponted in hotel

P graphs ‘as is siate’. The diagnostic tool given in the appandix may be
used; measune throughpat, e in materals handling, fioor space, fiow
distance, rack storage, engineering eycle times, annual physical nventory
tiro, and defect ratios before and after the 55 implemantation. develop an
irmhﬂwmn!mplun mmmmmHmmmh

ploy d; implement
ﬂ‘TDSSpinH m, i aﬁw:hu' WP mdmmme
difference; share the experience and exland the implernentation to other
areds: conduct pariadic 55 Internal Audits with ratings to monior progress.
Several companies have introduced annual 53 awards whare efforts of
work teams are recagnized and rewarded.
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seneral dutles of a supervisor:
e general duties respansibilities of
pervisor are as follows:-

M0 To ersure thar stalf are aware ol
i§their hours of work and that they

uging the correct cleaning agent;
BCuipETIEnt,

and precedures Good supervisors will
thermselves have through, up o date,
The housekeepirg department usually
has the following superisory position:-
0 Floor supervisor

10 Pubiic area supervisor

0 Lingar ream superviser

0 Uniform mules Supervisor

0 Might supervisc!

0 Control desk supervisor
0 Laundry supervisor

acdbene

wWark

reception desk.

JUNAID AHMAD
137 ¥R
CLEANING AGENTS
A dleaning agent removes or as<ists in removes of chemicall

any soil I e surface. Dust bring di osf Toase particles, is removed
conzparatively easily by the use of various piece of equipment; dirt, however, owing 10
Its adherence to surfaces by means of grease or madsture requires the use of deaning
agents &5 well as equipment if 1 15 ta be removed cificiently: and a knewledge of
different types is important so that deterioration of surfaces bs provented.

CHIMCE OF CLEARING AGENTS

With a variety of cheaning agents in the market, the housekeeper shoald remsember that
o great deal of tme, efort and money can be wasted by wrong chedee as well as pessibibe

of articles and Cleaning agents are chemicals and the
heousekeeper showld have some knowledge of deaning stienee if they are to be chosen

and used correctly. The following palits maybe takens inte constderatbon when choosing

cleanEng Agens; «

Composition

Ease of usp

Saving of time and labour
Prasible damage to surface
Tendde ar irritation to skin
Smetl

Versazifity

YYYYVYVYY

o the planned duty Roaster.

[ T instruct the staff in cieaning
Wrautine and scheduios

[l To reguiarly fill up the cleaning and
aintenanse checklist and inventeries
after 3 complete physical check.
0 To casordinate with the maintenance
idepartment far any maintenance

frequired in guest roem or pulbfic areas.
0 To inspact and record room status
regularly amd oo-ordinate with the

-Priyanshu Singh
3rd Year

—_— e 2
CLASSIFICATION OF CLEANING AGENTS

Clraning agrsts are normally water solution that might b acid, alialine or sretral
dependieg an the wep. Cleaning sgonts are cussilied accending to the peissiple method
by which soll or stains are ressoved from the surface. This will be detemmined by their
compasition. The principle chasies are:

= Water- Water is thie simplest chraning agent and some form of dirt will be dissolved by
i et nafrizally 2 65 a poor cheaniag agent ifuied dlone. 5L biamis effective anily i wied

I conjunetion with sume othes agent, v & delergest,

* Detergents- Detergents are those cleaning agents that when seed in mnjenction of
water baogen and remeves dirt and then hold it in suspensceon go that the dirt is not re-
deposited om the cieaned narface.

» Abwasives: The cleasing action of abrasives deperd an the presence of fine partides
which when rubbed over a soiled bard surface, dislodpes the soll, removes turnishing
and: surface seralches from st durfaces

# Degreasers- They ussally consist of strong atkalis, whichcan dissobve proteins and
emulsify and disperse grease and simifar substance; They are based on caustic soda o
sedium metilicate. Sodium cartonate [washisg sodaj can albio be used They are
Iasicatly used as staim removers and for clearisg biocked drains, cleaning ovens and
wther imdustrial equipment. Extreme care should be taken in thelr sse a5 they have high
pit

cheaning acidic t with water-soluble
s iz produce Aeids dissilve mitals asd are benee
e bo remove metal stains such a5 water stains in baths, hard water deposits arcund
taps. tarnish om sibver, copper and brass et
« Drganic solvents These are chembcali that disselve far, oil, greass, wis of similar
compaunds From differen surface, o methylabed Spirit, white spiris (Surpentine
suhstitite], carkem tetrachloride.

HOME MAKER

BY: Hritesh kumar
Homemaking is a mainly American and Canadian term for the
management of a home, otherwise known as housework,
housekeeping, or household management. It is the act of overseeing
the organizational, day-to-day operations of a house or estate, and
the managing of other domestic concerns, A person in charge of the
homemaking, whio Is not employed cutside the hame, in the United
States is called a homemaker, a term for a housewife or
a househusband, The term "homemaker”, however, may abso refer
to 2 socia| worker who manages a household during the incapacity of
the housewife or househusband,

Homemaking can be the full-time responsibility of one parent,
shared with children or extended family, or shared or traded
betwesn spouses as one or both work cutside the home. It can akso
be outsourced partially or completely to paid help, In previous
decades, there were a number of mandatory courses for the young
to learn the skills of homemaking. In high school, courses

Included cooking, autrition, home economics, family and consumer
science (FACS), and food and cooking hygiene.

WHO |5 CALLED A HOMEMAKER?

A person In charge of the homemaking, who is not employed
outside the home, in the United States is called a homemaker,
a term for a housewife or a househusband. The term

"homemaker”, however, may aiso refer to a social worker who
manages @ household during the incapacity of the housewife
or househusband,

IMPORTANCE OF HOMEMAKING

Hatnemakers ereate stability by being present in the family hame and
keeping that home organized and running smoothly. A stable family is &
reguirement for children to feel safety 2nd security. A welcoming and laving
Family helps @ child feel that he belongs and has value as a persen

ROLE OF HOMEMAKING

A housewife (alse known as a homemaker) is a woman whose work
is running or managing her family’s home —caring for her children;
lburying, cooking, and storing food for the family; buying goods that
the family needs for everyday life; housekeeping, cleaning and
maintaining the home; and making, buying and/or mending,

QUALITIES OF HOMEMAKER
Patience. Being patient with everything and everyone
that comes into your home
Compassion. Having compassion for others and
modelling this behaviour for your children (maybe even
your husband).
Thankful.
Joyful,
- Polite. ...

.

Gentlg. ...
- Wise. ..
Humble.

ASPECTS OF HOMEMAKER
L.CLEANING
2.COOKING
3.DOING THE LAUNDRY

* Seheduling and overseeing propeny maintenance. Coordinating
other household management activities. Caring for children.



- Aditi Gupta T

3rd Year o oo
IMPORTANCE OF HOUSEKEEPING
IN THE HOTEL INDUSTRY
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- REDUCE
- REUSE
+ RECYCLE

How Imipt nt is Housckeeping?

cancern

I asked some of the hotel's staff to share their lips on how
to consarve energy and water

Always ¢




-Harshit Bhatia
3rd Year
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3rd Year

KEEPERS OF THE HOUSE

IN HOSPITALS, HOUSEKEEPERS ARE TRULY THE
‘KEEPERS OF THE HOUSE"

During a survey conducted in Michigan, Jang Dutton, aplvﬂwwof
peychaiogy at University of Michi warkid with
MMﬂmmMIWMvHWMWWM

and
mmfaemlmrmsmlmmewmm sesious nfections
and 1o the efficient running of the hospilal. IUs chear they aise play an
Impaontant role in the cane of patients. Housekeeper named Malcolm
mmmmlmmmmmwmmm.cnnﬂm
pediatric doctors naticed that M mua-up'" jon with the
parants of one of tha very sick
Ha met him kabar in the hadll, urﬂmmuutﬂ'»wnhgmbbt Aflar
Malcolm told him a bit aboul the concems of the pabent's family, he
mnﬂomdhwwshanﬁmsmmmdumhﬁudﬂﬁmm
traated in tha ward, °I don't call mysalf a houseknoper,” said Malcolm,

wha has been with the hospital for 10 years. *| am the keeper of the
house.” Malcolm's description of what he does knocked everyone back on
their heets. It made them realize that they pass dozens of housekeapers
in the comidors and slevators every day and — like most other physicians.
— pay iittle attention to what they really do and have lithe appreciation of
their contributions to patient care. Overall blindness 1o the Important work
housekeepers do avary day led to organize a focus group o learn mone
about it. From that grew a film project that documented the ways hosgital
housekeepers participate in palient care. Throughout this process,

e quickly realized that they often interact with pafients more than
physicians do, and they do 50 with greal compassion. Lorna, originally
from Jamaica, toid that she enjoys singing with patients — Bob Marley's
“Three Little Birds™ with the catchphrase “don't wory about a thing” being
her favorite. Rosetla, who had worked at the same for more than
20 years, found a way to provide meal tickets for a visiting family who
couldn’t afford feod. Barbara, with @ nod from a nurse, shared with a
jpatient the collard greens and fried combread she had brought 1o work for
a hospital potiuck. La Shara encouraged a frightened young woman to
heve much-needed heart surgery. June mainaalnedaﬁhndshlp with a
patient long after her hospital discharge. Gladys used her native Spanish
ta communicata with first-time mothers, and often gave them
encouragement and informal advice about breastfeeding. There were also
some storbes that were less encouraging. One housekeaper lold that 8
patient she had come to know well during his hospital stay had taken a
turn for the worse and disd, and no one bothered 1o inform her of his
passing. Another housekeeper talked aboutl a docior who repeatedly
refused to move out of the way when she was maneuvering her heavy
cleaning cart down the crowdad corrdor, reinforcing 1o her that
housakeepers ane invisible 1o doctors and nurses, “Interprofessional
cooperation” and “eamwerk” are among the newest buzzwords in modem
hespital medicine, Doctors are consislently reminded that clear, respectiul
communication with their leams is essential for patignt safety and quality
of care. Bul we've often been blind to the fact that housekeepers are an

=

* Cleaning and dicinfecting aren't the :mestl!t Cleaning should
happen before disinfecting. When houseleeping staff clean, they use
soa, water, entymes, and a scrubbing action to-remaove dirt, dust, and
forgign matter from objects.

+ In recent years, healhcare prafessionals and patients have seen an
increased risk of diseases like typhoid, cholora and hepatits 8,

fan of irfection with other diseases is a
hospital. Housekeeping services staff realize these threats are Increased
if the hospal environment Sn't kept s cean and 35 sandtived nd
pessible, They have ene of the most impertant jobis in 3 hospital setting,

Unfortunately, first responders and service-indusiry employees on the
frontlines of the pandemic were being given more recognition and
applause as compared to the lower level employees who mada sune of
the hygiene over around. For hospital cleaner Candice Mariinez, 39, the
mﬂmdmmmdmhuamharmlngm She says

“It's disappointing o me that us Tower level employaes” wtmany
kind of recognition for what we ane doing.” As an Environmental Servioes
Worker (EVS) at Northweestarn Memaral Hospital, Ms Marlinez is
responsible for cleaning the rooms while patients are in hospital or after
they #re discharged or moved, And in the midst of a pandemic defined by
the need for cleantiness - it makes sensa that the people cleaning o
wvery hospitals where coronawirus victims fight for life are of utmost
importance,

EFFECTIVE HOUSEKEEPRING

HELPS IN l

PREVENTION & CONTROL OF HOSPITAL INFECTION

!

REDUCES ALS

|

REDUCES COST OF MEDICAL CARE

!

REDUCES SUFFERING OF PATIENT

ENHANCES PUBLIC RELATIONS & PATIENT SATISFACTION

essential part of that team,

s Some diseases can spread fike wildfire. Housekeeping sendces in a
'Mwltﬂhahwmutln spread of those diseases, Bacteria is hiarty.

| FLOW CHART DEPICTING FUNCTIONS OF GOOD HOUSEKEERING
| IN HOSPITALS

nmmhmmmwm:mmmmemm
‘curtains, call buttons—cverywhere. And it survives for a long time. I
someone touches these surfaces and falls to wash his or her hands, the

CLEANING AND ORGANIZING 1S A PRACTICE NOT A PROJECT

bacteria spreats o evary area he of she touches. In fact, “superbugs,”
or antibiotic-resistant bacteria, can survive for months on surfages.
These potentialty deadly pests have also found their way into hospitals.
. Tok healt y like a hosp e From inf
leantiness is Having housek services, staff working
hand in hand with ofher staff and patients can keep infections olt.
Housekespers play an essential role in the overall environmental health
af a hospital.




-Satyam Sahu
3rd Year

Control Desk

This is the main communication centre of the Housekeeping. It is from here that all
nformation is sent cut and received concerning the department. it is the house centre
for co-ordination with the front office, banguet, Room service and maintenance etc.
lhe desk cantrol room should have a desk and a chair with more than one telephone. It
should have a large notice board to pin up staff schedules, day to day information,
nstruction etc. The desk control room is the point where all staff report for duty and
sheckout at the duty end. It would normally adjoin the Housekeeper's office. The

main job of housekeeping control desk is to maintain the smooth communication
process in order to complete daily housekeeping operations. The general nules of
control desk are as follows:-

Importance of Housekeeping Control Desk: The housekeeping control desk is the hub or
a single point of contact for all hotels' housekeeping staff, At the control desk, the

new information is felched and it is distributed among the relevant staff. As the
nousekeeping work is mainly oriented towards providing the best service to the
juests, this department needs to work towards sharing information without any
communication gaps. This desk also needs to ensure that the coordination among the
nousekeeping staff and with all other departments of the hotel goes smooth.
Functions of Housekeeping Control Desk: The hotel housekeeping performs the
following functions:

Collecting all requests made by the guests.

Briefing the siaff about the routine or special event preparation before the staff

lurns up their sleeves.

Assigning routine duties / changed duties to the housekeeping staff.

Collecting work reports from staff.

Collecting check-out room number and updating it to the floor supervisor.

Handling key cabinet that contains the keys of all floors® master keys and
nousekeeping store keys.

Maintaining various records of forms and registers.

Recerding all room number especially of the groups.

Maintaining daily weekly cleaning schedule.

Preparing duty roster of journal housekeeping staff and supervisors.

Maintenance of record on daily basi

-Ayushi Sakkarwal
3rd Year
Housekesping in institutions and facilities other than hotels
Houseked ping in other instiution

whether it be in a hotel hospital university or other residential establishment the main purpose of the
housekeeping and sccommadation department is to provide a clean and comfortable attractive
emvicanment fos 8l those who use the premisss and thote services mast be provided in such & way that
they do not kead to any safety fing or health hazard , hygiene is of particular importance with control of
Pathogenic organisms and the prevention of cress infection becoming 2n important factor

Some of the main duties and responsibilities are indicated below

The recruitment and decimal of staff within the department
staff training and appraisal

the control and supenvision of staff

Implernenting the policy of the company organizing work shewld use duty roasters setting
standards and achieving goals

the control and supendsien of the linen room

security of this establishmant

maintenznce of the bulldings

the keeping of all relevant records

the welfare of staff and customers

the purchasing of supplies and equipment.

= s = 0w

= s & & = ®

L. Hospital
i hospital is an Institution in which the sick, injured, or infirm are received and treated; & public
O private institution founded for reception and cure, or for the refuge, of persons diseased in body
Or mind, or disabled, infirm, or dependent, and in which they are treated either at their own

Expense, or mare often by chanity inwhole or in part,

1 Hostels
Ahaitel i 8 buspet arented, tharsd room [“Sormitany”) seommadition that steepts indhidusl
Trarvelors (trpieally backpackent] o groups fea shert-Somm Tayi, and Shat provdes commen ars

And commural facilties.

HOUSEREEPING 1N MASEUMS, ART GALLERIES, LIBRARIES AND ARCHIVES:

i display areas, exhidits, archive areas for oid documents
3%/ bosiks and Etenshe shehing Eaimying Besks: Parteulls prebiems inchide: Dust contrel and
control of ultra-vichet fight necessary 1o prevem the detevioration of exhibits, Cleaning the sxterdive

nasmibers o sheboes, books, #nd areas of ghass. The organiation and sepervsios of deaning and
mainecance sy forms gant af the curster's o Rbearians job deicristion The tleaning of techniat
areds arvd exhes b moamally undertaken by curasonal staff and by cieaning sTaff under their
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3rd Year
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-Ajay Jain
3rd Year
Standard operating procedures (SOPs)

Standard operating procedures (SOPs) are step-by-step
instructions that act as guidelines for employee work
processes. Whether written up in numbered steps or
formatted as flow charts, effective SOPs are complete,
clearly written, and based on input from the workers who
do the job. When employees follow the SOP for a particular
job, they produce a product that is consistent and
predictable.

o —
T e

T A
=

S0Ps are established or prescribed methods to be followed
routinely for the performance of designated operations or
in designated situations. The exact procedures for
performing specific tasks are detailed as SOPs. Standard
operating procedures (SOPs) are detailed, logieal, step-hy-
step sequential instructions.® They should be coneise, with
relevant details, including supplies with catalog and lot

numbers, to allow anyone with basic technical training to

reproduce the steps consistently. SOPs should be accessible
and maintained over the lifetime of the specimens or study.

mmgfﬁ.gm

| BenefiEoiS0Ps o tsliesses |

Title:- The title should be deseriptive and clearly define the
activity or procedures, Facilities with several SOPs for
different activities should adopt an identification (ID)
numbering system for adequate retrieval and reference.

Date of issue:- The date of issue, as well as the date of any
revision, should be clearly listed.

Identification of responsible individual(s):- The signature
requirements for S30Ps may vary, but should include the
signatures (and signature dates) for the individual(s) who
prepared and approved the SOP, as well as for those
responsible for daily implementation and their supervisors,
A space for regulatory signatures may also be appropriate
for those SOPs required by regulation.

Especially in smaller companies, management can't always
be around to issue instructions to employees, and that's
where SOPs shine. Whether it's how to cash out a till or
dealing with a power outage in a restaurant, knowing the
step-by-step procedure means that the staff is
empowered to act without waiting for a M\"E

Sure, there are limitations of standard operating
procedures, but that's true of everything because not every
situation will be outlined or even anticipated. As the saying
goes, there’s a first time for everything, and that’s part
of the disadvantages of standard operating procedures —

they discourage improvisation.

Five Reasons You Need SOPs

1. Maintain quality contrel. Whether your businessis
service oriented, or you're selling a produet, having
SOPs in place will help ensure everyone is on the same
page for how to get the job done.

2.Keep things running properly. With equipment,
computers and even work schedules, SOPs are useful
for ensuring things run like clockwork. For machine
maintenance, computer backups or people trying to

trade shifts, having a step-hy-step process for what
needs to happen and when and how can make all the
difference for ensuring business is uninterrupted.

3.Invaluable for training purposes. Having
procedures in writing means that employees are
trained on how to do things one way. It's not a game of
“telephone” where theyll be able to claim that X
supervisor said it was done Y way. Instead, it's there in
writing step by step and can be easily referenced by
anyone who needs to look things up.

4.To maintain compliance. Whether it's just for
accounting reasons that things need to be done a
certain way, or there are more severe government
oversight reasons, S0Ps will ensure people do what's
required in order to stay compliant with these systems.
Safety and regulatory steps will be written in stone.
Accounting processes will be easy to follow.

5.For crisis management. When things go wrong, the
last thing people are doing is thinking clearly. If there's
a fire or an accident, the one thing that really saves the
day is knowing there are systems in place and
checklists to follow.
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Impact of Housekeeping Services and
Practices on Customer Satisfaction

In fourism Indusiry and incressing economic prosperity. The Tourlsm Minkstry of india is
werking sctively en the Increcible india Campaign to enhance the tourism industry and give o

mh“mmh"mw?mmﬂwthﬂmm he Planning Process
e e ey b g it it Rk . o et P » The step-by-step planning process may differ

13.4% In tha foreign tourlst amivals, as it were 284 million during Jasary - March 2017 as

rapabr it ooyt oy oy i 438 from one hotel's housekeeping department to

whan 7 comes to food, musls, mmm wesiogy, florn and fnuns, and 0 forth,

B S another’s and different terminology may be in use
' across companies but essentially the sub-
processes and tasks are the same.
* Housekeeping planning should be done on paper
and needs to be properly documented.

Housekeeping Services and Practices PLANNING

el S f i S Wi * Planning is probably the EHK’s most imp

cosidingtion with sach other to makithe gues? stay comlortable. One of the major "

depamers n o s P oo e st management function.

T e e e 0 etk ek » Without competent planning , everyday may
Pl My eyt present one crisis after another and these will

T, conectbouasonping e s el s bisaes e A lower morale ,decrease productivity and increase
‘hotel eredores on the reom dales, food and beversge, and other supplomentary sevices =

e o e oo R T At expense in the department,

‘one of the crucial departments of s botel.

» Also without the direction and focus that
planning provides, the EHK can easily become
side tracked by tasks which are imp or unrelated
accomplishing the hotel’s request.

Guest Satisfaction

‘Guest satisfoction ia an ever evolving phanamance faf the hotel industry. Tha challengeis to.
Ikt the guesdts mode than satisfied (Hussaln & KRanna, 2016). Gues! satistaction & & Yool 1o

and F Guesl L I different
wys. Tha cor of cuastomer that has cbiained the widest

cogritie axpectancy mmmmmwm and pmﬂud
parformance of a productfservce and Bs stiributes (O, 1988). H a guest Is happy snd
wanisfied, e hotel b obius T2 get repet business. A eatisfied Quest will bring new quests to
tha hotel theough word of mouth,




