
Textbook of
Hotel Housekeeping

Management and Operations

Sudhir Andrews
Consultant

Tata McGraw-Hill Publishing Company Limited
NEW DELHI

McGraw-Hill Offices
New Delhi New York St Louis San Francisco Auckland Bogotá Caracas

Kuala Lumpur Lisbon London Madrid Mexico City Milan Montreal

San Juan Santiago Singapore Sydney Tokyo Toronto



Contents

Letter from the Author vii

1. Overview 36

1.1 Types of Hotels and their Categorisation   36

Key Terms    52

Review Questions   54

1.2 Hotel Chain Associations   56

Key Terms   60

Review Quiz   61

1.3 Organisation of a Hotel   62

Key Terms   87

Review Quiz   87

1.4 Types of Rooms   90

Review Quiz   92

1.5 What is Management?   93

Key Terms   104

Review Quiz   104

People as a Marketing Proposition   105

2. Layout of the Housekeeping Department 108

2.1 Layout of the Housekeeping Department   108

Key Terms   114

Review Quiz   115

2.2 Organisation of the Housekeeping Department   116

Review Quiz   119

2.3 Job Descriptions of Housekeeping Personnel   120

Key Terms   142

Review Quiz   142

2.4 Competencies of a Housekeeping Professional   143

Review Quiz   149



Contentsxiv

3. Duties of an Executive Housekeeper 151

3.1 Housekeeping Manpower Planning   151

Key Terms   154

Review Quiz   154

3.2 Recruitment and Selection   155

Key Terms   171

Review Quiz   171

3.3 Administrative Duties   173

Key Terms   182

Review Quiz   182

3.4 Business Communication   183

Key Terms   193

Review Quiz   193

3.5 Training & Development   195

Key Terms   206

Review Quiz   206

3.6 Leadership and Motivation   208

Key Terms   217

Review Quiz   218

3.7 Performance Appraisal   219

Review Quiz   221

3.8 Housekeeping Budget   222

Key Terms   229

Review Quiz   229

3.9 Purchasing   231

Key Terms   237

Review Quiz   237

4. Duties of a Floor Supervisor 238

4.1 Supervisory Skills   238

Review Quiz   241

4.2 The Floor Linen Room   242

Review Quiz   246

4.3 Preparing a Room Report   247

Key Terms   249

Review Quiz   249

4.4 Other Duties   250

Review Quiz   254



Contents xv

5. Duties of a Room Attendant 255

5.1 Layout of a Guest Room and guest Amenities   255

Review Quiz   264

5.2 Rules on a Guest Floor   265

Key Terms   267

Review Quiz   267

5.3 The Maid Cart   268

Review Quiz   270

5.4 Cleaning a Room   271

Review Quiz   284

6. Housekeeping Control Desk 285

Role of the Control Desk   285

Coordination with the Engineering Department   286

Types of Registers and Files maintained   288

Lost and Found   291

Coordination with the Front Office   293

Housekeeping Supply Room   293

Housekeeping Furniture Store   293

Stores Requisition   294

Review Quiz   294

7. The Linen and Uniform Room 295

The Linen Room   295

Storage Conditions   296

Linen Room Equipment & Accessories   297

Types of Linen   300

Exchange of Linen   300

The Uniform Room   303

Uniform Room Equipment and Accessories   304

Types of Uniforms   305

Uniform Exchange Procedure   308

Exchange Procedure with the Laundry   308

Par Stocks   309

Inventory Control   310

Stock-taking   311

Key Terms   317

Review Quiz   317



Contentsxvi

8. Public Area Management and Service 318

8.1 Introduction to Public Areas   318

Review Quiz   321

8.2 Role of a Public Area Supervisor   322

Review Quiz   327

8.3 Public Area Cleaning Workflow   328

Review Quiz   332

9. Cleaning�Knowledge and Practice 333

9.1 Cleaning Equipment   333

Review Quiz   341

9.2 Cleaning Methods   343

Key Terms   361

Review Quiz   361

9.3 Cleaning Agents   363

Review Quiz   365

9.4 Pest Control   366

Review Quiz   367

9.5 Control of Odours   368

10. Laundry Services 369

10.1 Organisation of the Laundry Department   369

Key Terms   379

Review Quiz   380

10.2 Laundry Equipment   381

Review Quiz   386

10.3 Laundry Process Flow   387

Key Terms   393

Review Quiz   393

10.4 Detergents   394

Key Terms   396

Review Quiz   397

10.5 Stain Removal   398

Review Quiz   403

10.6 Valet Service   404

Review Quiz   407

11. Other Housekeeping Knowledge 408

11.1 Textiles   408

Key Terms   414

Review Quiz   414



Contents xvii

11.2 Horticulture   415

Key Terms   421

Review Quiz   422

11.3 Floral Art   423

Tools of a Florist   423

Key Terms   432

Review Quiz   432

11.4 Interior Design   433

Key Terms   437

Review Quiz   437

11.5 Safety in Housekeeping   438

Review Quiz   457

11.6 Security in Housekeeping   459

Review Quiz   461

Appendix 1: Answers to Quizzes 462

Appendix 2: Glossary 468

Appendix 3: List of Figures 476

Sources 479


