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N RESOURCES

Reinventing Houscleceping continued from page 3/
beds. These tasks continue 1o be per-
formed the same way they have always
been- —one room attendant, one rooiu at
R T,

» Howsekeeping does nor promote ac-
conntability. Perlormance nunagement
principles (expeciations, accountability,
and feedback) are as forcign a concepr w
room aurendants s they are 1o dishwash-
ers in restaurants and janitors in airports.
After all. they are hired not to innovare,
but merely w complete tasks.

Performance managenient

Every housckeeping employee must
clearly understand their hotels business
objectives, the departmends goals, and
what they need w do o reach these ob-
jectives, “Key performance indicators”
thar clearly relate to each individual's role
must be developed. Likewise, a systein
and process must be developed so tha
each employee can monitor and self assess
KPls in @ timely manner, be held account-
able for their outcomes, improve per-
formance as needed, and be rewarded ap-
propriarely for their efforts.

In reinventing housekeeping, the secret
i5 i identifying the key functions- not
positions—that need to be performed.
Iypically, these include: daily cleaning of
guest rooms and public spaces; periodic
deep cleaning of guestrooms and public
spaces; laundering linens; procuring
linens. atnenitics, cleaning supplics, and
guest loan items; and managing inven-
tory, 1F&E, labor, and scheduling. xpis
reed to be developed for cach of these
functions and employees must be given
goals {or cach Kpt they are acconnrtable for.

Redesigning housckeeping using per-
formance management principles will
eliminate the need for inspection—a
customary and costly pracrice. House-
keepers will be free and available o
coach room atendants and others in
achieving kpis and develop those who
would like to advance. m
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