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A good housekeeping manager is just as responsible for the hotel’s maintenance as an engineering manager. In an ideal environment the
housekeeping staff and managers should act as the eyes and ears of the engineering department. If damaged or broken items are not
reported, they can’t be fixed. Proper maintenance will make the perception of cleanliness easier to maintain and reduce guest complaints.
Here are some key tactics to enable housekeepers to help its hotel’s maintenance or engineering department.

C
oordinate with the
engineering department

A successful maintenance program requires teamwork and coordination with other departments including front desk and engineering.
Housekeeping and other departments should be responsible for reporting maintenance issues to engineering. The engineering department
must be familiar with the reporting procedure and be able to complete the work orders in a timely manner while being able to hold
their staff accountable for unfinished work. The front desk must be aware of upcoming maintenance in specific rooms so that those
rooms can be taken out-of service.  Other guestrooms that may be in close proximity may also be set aside to increase the efficiency
of maintenance staff and eliminate any potential discomfort to guests (i.e., noise, paint fumes, unwanted debris and foot traffic) who
would otherwise have been assigned to those nearby rooms. At slow times of the year an entire floor should be put out-of-order to
conduct maintenance checks, perform deep cleaning, and to reduce energy expense.

O
rder forms
available to all employees

Make it easy for staff to report maintenance issues. Certainly, managers cannot be everywhere.  Therefore, it is essential that they
encourage their staff to help find items that need maintenance and to report them in a timely manner.  Timely reporting is best
facilitated by ensuring that all employees have easy access to maintenance work order forms, that employees are trained in how to fill
them out, and that the forms are delivered or deposited with engineering personnel for appropriate attention.

P
unch lists for projects

Rooms division managers should have an accurate listing of all the rooms in the hotel earmarked for special projects. This can be
accomplished best by entering key information onto a punch list spreadsheet. For example, the top of the spreadsheet page should
contain the title of the project, while underneath, separate columns are created that indicate the guestroom number, room type, start
date of work, as well as columns to indicate that the work has been completed and inspected by management.  The punch list will

help track the progress of the project and track which rooms still need attention.

E
valuate housekeeping staff

A housekeeping department has tasks to complete throughout the majority of the hotel. In order for items to be repaired
or attended to immediately, they
must be reported immediately to
engineering. Again, since the
engineering staff or the
management of the housekeeping
department cannot be everywhere
at once, it is essential that all
housekeeping employees
participate in the work-order
maintenance program by serving

Housekeeping

Room maintenance is not a housekeeping
responsibility ... or is it?

Another great article from The Rooms Chronicle, the #1 journal for hotel rooms management! ***Important notice: This article is copyrighted by The
Rooms Chronicle and may not be reproduced without permission of the publisher.*** College of Hospitality and Tourism Management, Niagara
University, P.O. Box 2036, Niagara University, NY 14109-2036. Phone: 866-Read TRC. E-mail: editor@roomschronicle.com

Notice: The ideas, opinions, recommendations, and interpretations presented herein are those of the author(s). The College of Hospitality and Tourism
Management, Niagara University/The Rooms Chronicle assume no responsibility for the validity of claims in items reported.
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by James Fields



Once a week a housekeeping manager should check several completed work orders
with the engineering manager at random to make sure they have been completed.

Coping with maintenance issues
An engineering manager that I worked with at the beginning of my career summed
up maintenance as “Coping with a budget too small to make everything brand
new.”  If you follow these principles you will have COPED with the maintenance
issues at your property. Remember that a maintenance program requires
perseverance, dedication and the ability to organize a vast amount of information.

(James Fields is the assistant executive housekeeper of the Park Hyatt Toronto, a
premium luxury hotel containing 346 guestrooms and suites in the heart of Canada’s
largest city.  E-mail: jfields@hyatt.com.)

Pictured below: Triplicate carbon-copy
maintenance work request forms such as
this allow employees to report needed
repairs while permitting the reporting and
engineering departments to track progress
on the request.

as engineering’s “eyes and ears.”  Make it clear to housekeeping employees that if an item is broken or damaged they are expected to
report that repairs are needed. To support this concept, housekeeping management must hold its employees accountable for fulfilling
their role accomplished through room inspections, promotional contests, and daily reminders at the morning housekeeping briefing.
Emphasize to the staff that maintenance is an important issue.

D
emonstrate that items are reported

It is important for a housekeeping manager to record work orders that have been placed. An excellent way of doing this is to use a
computerized spreadsheet. Recording maintenance requests will assist the engineering managers in holding their staff accountable
for not completing work and show housekeeping staff that their maintenance reports are being taken seriously. The tracking process
should be computerized and have the capability of being sorted by date, room number, type of request, and level of priority.

Another option is to create a maintenance tracking board. Use triplicate carbon-copy work order forms to report maintenance issues.
Copies should stay with the reporting department, the engineering department, and
the engineer to whom the repair is assigned.  Once the work is completed the
engineering copy should be returned to the reporting department. A good way to
keep the work orders organized is a board with hooks or nails for the work orders.
A sample layout is shown below:


