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About this Guide
This Guest Service Associate - Housekeeping is designed to enable training for the specific Qualification 
Pack (QP). Each National Occupational (NOS) is covered across Unit/s. Key Learning Objectives for the 
specific NOS mark the beginning of the Unit/s for that NOS.

A Guest Service Associate - Housekeeping at work cleans the guest rooms and public areas. The 
individual may also clean the carpeted areas or polish various floors and surfaces. The job requires the 
individual to have a service-oriented approach, attention to detail, and courteous behaviour. It also 
requires the person to be physically fit to perform housekeeping activities for long hours.
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Guidelines for the Trainer

As a Trainer, follow the below guidelines:
· Understand your job thoroughly

o Reach the venue 15 minutes before the training session.
o Please ensure you have all the necessary training tools and materials for the training session 

(learning cards, sketch pens, raw materials, etc.). 
o Check the condion ̀ of your training equipment such as laptop, projector and camera, 

relevant tools (depending on the training site).
o Before starng ̀ any training program, the trainer should concentrate on the below crucial 

pointers,
§ Use best pracces ̀ and methods of training.
§ Create awareness of the quality of work done.
§ Explain how to minimise waste.
§ Ensure that the par�cipants pracce ̀ safety measures and use proper PPE.
§ Make sure the par�cipant adopts the basic ergonomic principles.
§ Create awareness of housekeeping at regular intervals.
§ Explain the influence of producvity ̀ as a whole.
§ Make the class as interac�ve as possible by adopng ̀ ac�vity-based or scenario-based 

training methodology.
· Understand your par�cipants 

o As a trainer, you will be conducng ̀ the training program for a certain period. Therefore, to 
improve the program's effec. veness, you should understand the mindset of the 
par�cipan ts and create a good rapport with them. Therefore, it is always essen�al to 
maintain a good working rela�onship with the par�cipan ts to achieve be�er results from 
the training program.

· Adopt the basic e�que�es during training

o Greet the par�cipan t and introduce yourself.
o Use a gentle pace of voice/tone while speaking with the par�cipan t.
o Explain the need and use of the training program.
o Ask the par�cipants to introduce themselves to the group and help them with 

communica�on difficul�es.
o Clarify their doubts pa�en tly, do not get irritated if a par�cipan t is asking the same doubt 

repeatedly.
o Understand the level of par�cipan ts and train them accordingly.
o Watch the par�cipan ts at work, note some pointers of performance.
o Give some hints and easy thumb rules which can be easily understood and remembered.
o Always use the three golden words, "Please", "Thank You", and "Sorry".
o Be posi�v e and professional while giving feedback to the par�cipan ts, do not cri�cise or 

make fun of their performance.
o Iden�f y the faulty prac�ces of the par�cipan ts and rec�f y them as soon as possible.
o Always be a good mentor and observer.
o Do not forget to introduce topics to be covered in the next class.
o Do not forget to recapitulate the topic covered in the last class.
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1. Introduction to Hotel Industry and
Housekeeping Activities

(Bridge Module)

Unit 1.1 - An overview of Skill India Mission
Unit 1.2 - An overview of tourism & hospitality industry
Unit 1.3 - Housekeeping department and layout of a hotel
Unit 1.4 - Roles and responsibilities of a GSA-housekeeping

NC  ET
कौशल गुणव�ा �ग�त



 

Key Learning Outcomes  

At the end of this module, the par�cipant will be able to: 

1. Discuss the objec�v es and benefits of the Skill India Mission 
2. Describe the Tourism and Hospitality Industry and its sub-sectors 
3. Elaborate on the hierarchy of the hotel and housekeeping department of different star 

categories 
4. Elaborate on the job role and job opportuni� es as a Guest Service Associate in the tourism 

and hospitality industry Confiden�ality of the Organiza�o n 
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Icebreaker and An Overview of Skill India Mission 

Unit Objec�v es 

At the end of this ac�vity, the par�cipant will be able to: 

1. Building rapport with fellow par�cip ants and trainer.  

Icebreaker 

Say 

•  My name is _________, and I will be the trainer for this session. 
•  Thank you all for your par� cipa�on.  
•  Please take your respec�ve  seats. 

Notes for Facilita�on 

•  Add more details when introducing yourself, such as experience, na�v e place, learning, likings 
etc. 

Resources to be Used 

•   Use of any prop example flower, water bo�le or penci l (op� onal)  

Ac� vity  

•  All par�cipan ts were standing in a semi-circle. 
•  Ask the par�cip ant to introduce themselves one by one with ac� ons. 
•  Par�cip ants may use any prop possible for their actions while announcing names. 
•  While the par�cipan t announces the name, the others will try to memorize the name and 

ac�on.  
•  Then all par�ci pant with the trainer repeats the par�c ipant's name and copy the ac�on too. 
•  Once all par�cip ants are done. The trainer shall call any random par�cipan t to name the other, 

with the ac� ons done by the fellow par�cip ant. 
•  Encourage par� cipants to provide general informa�on about themselves and briefly introduce 

them. 
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Notes for Facilita�on 

•  Op�onally , start the above ac� vity by demonstra�ng  with the example. Hello, I am Amber 
with raised or waving hands or any ac�o n (as an ac� on sign). 

•  Encourage shy students to act along by introducing themselves. 

Say 

•  Now that we all are familiar with ac� ons and names. Each one of you will introduce us to you 
in brief. 

•  Example. I am ______, came here from ________, like to _______, love _______ and _______. 
•  Now that we know something about each other. We will try to take only first names while 

speaking to each other for the rest of our sessions. 
•  Let us see how interac� ve we can make this discussion by working together.  
•  Now trainer will explain the objec� ve of this module. 

Ask 

•  Welcome the par�cip ants and ask them if they know about each other.  
•  If not, then let them introduce themselves to each other.  
•  Ask the par�cip ant if they have undergone any training. 
•  Ask the par�cip ant to outline the benefits one would derive from training. 

 

Notes 
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
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Unit 1.1: An Overview of Skill India Mission 

Unit Objec�v es 

At the end of this session, the par�cipant will be able to: 

1. Explain the objec�ves and benefits of the Skill India Mission. 

Unit 1.1.1 Skill India Program- Objec� ves, Features & 
Advantages  

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector, speaker and Laptop  
•  Pencil and paper (op�onal)  

Ac� vity  

Play the video of any skilled program from the internet and let students watch the video. Ask them to 
point down two observa�o ns from the video. 

Brief them on the topics given in the par�cip ant handbook. 

• Skill India Mission 
• The main Skill India objec� ves 
• Features of the Skill India Mission 
• Sub-schemes that are part of the Skill India Mission 
• The list of Skill India sources 
• Explain The Skill India Mission and its features Sub-schemes that are part of the Skill India 

Mission  
•  The observa�on  that is part of the video  

Say 

•  The Skill India Program enables the development by the ability to bring confidence, provides 
the scope of growth, and gives advanced training structure, Knowledge as it builds the concept 

•  With this, one can get core strategies of competent  
•  The importance of skills in the growth of an individual can be evaluated a�er understanding 

the techniques required  
•  The youth are educated, and the technical scope can be iden�fied if close access to segments 

is explained with features that are pointed out in Skill India Mission 

Facilitator Guide
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Tip 

A trained tailor makes a difference by ge�ng scope in an area if his/her work is ge�n g marketed w ith 
the help of tools. Example- accessing the work of others through various online pla�orms. Since the 
market is open in social media, one can use it most if they know or learn about the tools. 

Summarize 

Make them understand that skilled individuals can contribute to their lives and make a base of the 
country’s economy. 

Good for the growth of various sectors and the economy of India 

Skilled India Mission helps to recognize new areas for skill development 

Objectives - Skill India Mission 

•  Will increase per capital income of a country 
•  Ensure growth opportuni� es for the development of the country 
•  Adequate investments for the sustainability of skill development  
•  To create a new rural India  
•  To fill the gap between skills required by the industry and people’s skills for employment Sub 

Schemes- Skill India Mission 
•  The na�onal skill development mission aims to ease decision-making across sectors and 

coordinate skill ac�v i� es to accomplish high-quality skilling on a broad scale. 
•  The Pradhan Mantri Kaushal Vikas Yojana seeks to mo�v ate the na�o n's youth to pursue 

relevant training in the industry. 
•  Na�onal policy for skill development and Entrepreneurship 2015 enables individuals to s�ck  

to shared standards and links skill sets to demand places. 
•  Promo�on of micro firms, cluster development, and lending techniques for MSMEs are 

included in the list of skilled India sources (Micro, Small and Medium Enterprises) 

Notes
 

___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________  
___________________________________________________________________________  
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
___________________________________________________________________________ 
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Unit 1.2: An Overview of the Hospitality Industry 

Unit Objec�v es 

At the end of this module, the par�cipant will be able to: 

1. Describe the Tourism and Hospitality Industry and its sub-sectors 
2. Elaborate on the hierarchy of Hotel/Restaurants of small, medium and large establishments 
3. Discuss various service departments in the hotel, like Food & Beverage, Housekeeping, etc.  

1.2.1 Tourism and Hospitality Industry and its Sub-sectors 

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projecto r and Laptop 
•  Pencil and paper (op�onal)  
•  S�ck ers 
•  Pen 

Say 

•  The role and importance of 
tourism and tourism are vital for 
the success of many economies 
around the world 

•  Tourism can be defined as 
travelling to a place different 
from the home city or country for 
various leisure or business 
purposes and staying there for a 
considerable period. 

•  The tourism industry is a large group of these industries that provide a range of products and 
services to serve tourism and the needs of travellers or guests. Therefore, this group or chain 
also indicates and brings us to the value chain of the tourism industry 

  

Fig 1.2.1 Services in the hospitality business 
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• Show Video featuring various hotel brand groups of India., Presenta�on slides should have a 
list of all hotel brands in India and a brief content of each. 

• Draw a chart showing the segments of the hospitality industry on the whiteboard. 
• Show images of various types of accommoda�on centres in India and worldwide. (Heritage 

proper�e s, luxury collec� on, business standard etc.) 

Ask 

•  Ask students the reasons for travelling from one part of the world to another.  
•  What are the various types of service that one can observe during travelling? 
•  What are the basic requirements they may have during travel?  

Explain 

• With the help of ques�ons that were asked and answers observed, define types of hotels and 
classify their service standards. 

• Brief the various service standards followed in hotels as per their level of service. 
• Types of hotels as per loca�on and types of requirements in different loca�ons. 
• The hierarchy of large, medium and small hotels 

  Fig 1.2.2. Top brands of 

hotels in India 

Fig 1.2.3. Constituents of the 

hotel categorsa�on 

Do 
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Ac� vity 

•  Prepare some words to describe the elements of travel and hotels, write on some paper and 
place them in a bowl. 

•  Create small groups of 5 students each. 
•  Each group should pick up the chit provided in the bowl. 
•  Now let students decide the category of the hotel they fall in.  
•  For example- the chits picked by group A have words- penthouse, beach,. The answer that 

may be expected is – Resort property of a hotel with an upmarket level of service. 
•  This ac� vity gives a quick go-through of the en�r e session. 

 
Components in chit Expected answers 
Airport, layover, business client Transit hotels 
Complimentary newspaper, morning tea/coffee, 
small conference groups 

Business Hotels 

Highway, Car park, fuel sta�on Motels 
Hotels on rivers or harbour  Flotels 
For long-stay guests, offers kitchen ameni�es in 
the suite 

Extended stay hotels 

Theatres, Zoos, Art Exhibits Recrea�o n industry 
Unit rented by management Timeshare hotels 

  
Table 1.2.1. Constituents of the hotel categorsa�on 

Fig 1.2.4. Hotel star ra�ngs 
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1.2.2 Sectors Related to Hospitality Industry 

Resources to be Used  

•  Par�cip ant Handbook 
•  PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  
•  Pencil and paper (op�onal)  
•  Speaker 
•  S�ck ers, thumb nail 
•  Bulletin Board 

Explain  

•  The different sectors related to hospitality  and tourism 

•  Lodging industry and its components such as : 

o Hotels 
o Vaca�o n rentals  
o Bed and breakfasts 
o Motels 
o Flotels 

•  Recrea�o n industry and its components such as : 

o Amusement parks 
o Campgrounds 
o Theatres 
o Museums 
o Zoos 
o Art exhibits 

•  Travel and tourism industry  

•  Mee�ng s and events industry and its components such as : 

o Spor�n g events 
o Family reunions 
o Holiday celebra�ons 
o Business events 
o Trade shows 
o Farm shows 
o Conferences 
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• Food and beverage industry components such as:

o Restaurants
o Cafeterias
o Catering companies
o Cafes
o Fast food restaurants
o Pubs
o Delis (A store where ready-to-eat food products, i.e. cooked meats and prepared salads,

are sold)
o Third-party delivery services

1.2.3 Departments of a Hotel 

Resources to be Used 

• Par�cip ant Handbook
• PowerPoint Presenta�on
• Whiteboard, Marker, Duster, Projector and Laptop
• Pencil and paper (op�onal)
• Speaker
• S�ck ers, thumb nail
• Bulletin Board

Fig 1.2.5. Departments of a hotels 
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Do 

Give the par�cipant stars 1-5 and ask them to write down the descrip�ons in terms of hotel 
ra�ng s 

• ✴ 
• ✴✴ 
• ✴✴✴ 
• ✴✴✴✴ 
• ✴✴✴✴✴ 

Ask 

• Hotel star ra�ngs  
• Ask the student about different departments of the hotel if they know.  
• Ask about the services that may be given to guests during their stay in the hotel. 
• Ask the students to read the content from the par�cip ant handbook aloud  

Say 

•  The hotels have four major core areas as departments like Front office, Housekeeping, Food 
Produc�o n and Food & Beverage Department. 

•  The support departments are the departments that provide opera�onal help to the core 
departments. 

Explain 

• The Core departments of the hotel, i.e., the Front office department, Housekeeping 
Department, Food and beverage service department, Food produc� on department 

• The support departments of hotels are - Engineering and maintenance department, Accounts 
and credits department, Security department, HR department, Sales and marke�ng 
department, Purchase department, and Informa�on technology (IT)/systems. 

Ac� vity 

•  Let all the students men�o n the understood points in s�ck ers and put them on bulle�n boards 
with thumb pins. 

•  Each one will speak about the wri� en word on s�ck ers.  
•  This would help them to collect their understanding for the next session also. 
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•  Show the below-given icons to the par�cipan ts and ask them to iden�f y them concerning the 
departments of a hotel (See Fig 1.2.5. Departments of hotels) 

 

Notes for Facilita�on 

Define hotel ra�ng  

Describe Sectors related to the tourism/ hospitality industry 

1. Lodging industry 
2. Recrea�o n industry 
3. Travel and tourism industry  
4. Mee�ng  and events industry and Food and beverage industry 

1.2.4 The Hierarchy of Large, Medium, and Small Hotels  

Resources to be Used 

•  Par�cip ant Handbook 
•  PowerPoint Presenta�on with laptop 
•  Whiteboard & Duster 
•  Marker 
•  Projector 
•  Pencil and paper (op�onal)  

  

Fig 1.2.6. Departments of a hotels Icons 
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Say 

•  Like every commercial business, hotels have certain responsibili�es, tasks, posi� ons and 
structures for be�er service. 

•  Good organiza�on follow the structure, and so does hotels. Every organiza�on establishes the 
parameters per its goal; this structure assigns responsibili�es.  

•  Hotel owners or chairpersons run hotels. The board of directors sets the work procedure and 
regula�o ns. The managing director oversees the company's business opera�ons. A hotel 
manager oversees all opera�ons,  and an execu�ve  assistant manager assists the general 
manager. The room division manager and revenue manager make essen�al  occupancy and 
income predic�o ns.  

Explain 

•  Explain the hierarchy chart of a large hotel with the help of Fig 1.2.5 given in the Par�cipant 
Handbook. Give brief responsibili�es of  each posi� on men�oned in an organiza�onal chart 

•  Explain the hierarchy chart of a Medium hotel with the help of Fig 1.2.6 given in the Par�cipant 
Handbook. Give brief responsibili�es of each posi� on men�oned in an organiza�onal chart. 

•  Explain the hierarchy chart of a large small hotel with the help of Fig 1.2.6 in the Par�cipant 
Handbook. Give a brief about the posi� ons designated in small hotels 

Notes for Facilita�on  

•  Allow the candidates to answer the ques�o ns while giving the explana�on 
•  Correct the candidates if they miss the correct flow of the charts 

Ask 

Ask the candidates about 

• The change in the tourism industry over the past few decades. 
• The different types of tourism. 
• The different roles and posi�ons tha t different hotel categories have.  

 

Guest Service Associate
(Housekeeping)

14



Team Ac�vit y  

•  Give individual topics (Roles and responsibili�e s of different job roles) from the par�cipan ts' 
handbook to the students for revision. 

Designa�on/Position Responsibili� es 
Financial Controller In charge of preparing and managing the hotel’s financial 

budget and implementa�on 
Training Manager Evaluates employees and iden�f y training according to 

need 
Security Manager Manages and oversees the security of a hospitality 

property 
Execu� ve Assistant Manager Manages and assists the overall opera�ons in the absence 

of the General Manager.  
Sales and Marke�ng  Manager Promote the hotel’s exis�ng brands and introduce new 

products to the market 
Execu� ve Housekeeper Supervises staff, including interviewing, hiring, and training 

employees 
System Manager System Manager plans, deploy and manages so� ware and 

hardware for overall informa�on technology needs 

Summarize 

•  Conclude the various segments in tourism. 
•  The hierarchy of hotels/restaurants of small, medium and large establishments  
•  The Service departments in the hotel, like core departments (Food Produc� on, Food and 

Beverage, Housekeeping, Front Office) and support departments (Finance & Accounts, 
Security, Maintenance, Human Resources & Training, Sales & Marke�ng , IT) 

Notes 

_________________________________________________________________________  
_________________________________________________________________________  
_________________________________________________________________________  
_________________________________________________________________________  
_________________________________________________________________________  
_________________________________________________________________________  
_________________________________________________________________________  
_________________________________________________________________________  
_________________________________________________________________________  
_________________________________________________________________________  
_________________________________________________________________________  
_________________________________________________________________________  
_________________________________________________________________________  

Table 1.2 1 Roles and responsibili�es of different job roles 
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Unit 1.3: Housekeeping Department and Layout of a Hotel 

Unit Objec�v es 

At the end of this module, the par�cipant will be able to: 

•  Elaborate on the Organiza�on Chart / Hierarchy of a housekeeping department in a hotel 
•  Elaborate on the basic func�o ns of the Housekeeping Department 

Say 

•  Housekeeping is an important department of any organiza�o n and not just hotels. 
•  Can you name 5 housekeeping activi� es? 

Notes for Facilita�on  

•  Collect informa�o n on the housekeeping department by visi�ng hot els. 
•  Collect some items from the chambermaid trolley, like small soap and shampoo bo�les , to 

show to students 

Resources to be Used 

•  Par�cipan t Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  

Ask 

•  According to you, which is a hotel's most glamorous and least glamorous department? 
•  Can a hotel run smoothly without trained and skilled housekeeping staff? 
•  How do you rank the below from a guest's point of view in general, from Most Important to 

Least Important? 
- Cleanliness & Hygiene 
- Luxurious rooms 
- High-class ameni�es  
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Explain 

•  Explain the key skills an aspirant needs to possess to make a career in housekeeping services. 
•  Discuss the Organiza�on Chart / Hierarchy of a housekeeping department. 
•  Describe the range of opportuni�es and car eer paths available in this industry 
•  Define the Layout of a housekeeping department 
•  Reiterate on Housekeeping Service and Other departments of Hotels 
•  Emphasize the areas of the Housekeeping  Department 

1.3.1 Organisa�onal Chart of the Housekeeping Department  

 

•  Du�es and responsibili�es of each posi�on  and the organisa�onal structure of a housekeeping 
department with the help of Fig 1.3.1 Housekeeping department hierarchy Par�cipan t 
Handbook 

•  Various areas of the housekeeping department, with the help of the below figure 

 

Notes for Facilita�on 

•  Update yourself on the latest trends in housekeeping  
•  Visit a few hotels and take your pictures to show to par�cipan ts. 
•  Encourage par�cipan ts to conduct visits to different hotels.  

Summary 

•  Summarize the scope for Guest Service Associate – Housekeeping in the Tourism and 
Hospitality Industry 

•  Summarize the Housekeeping department and its roles and responsibili�es  

Fig 1.3.1: Various areas of housekeeping department 

Elaborate
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Explain 

•  Explain the meaning of Guest Service Associate. 
•  Skills required for Guest Service Associate. 
•  Describe the Key Competencies required for a GSA-Housekeeping. 
•  Define the main Job Tasks and Responsibili� es of Guest Service Associate (Housekeeping) 
•  Enlist the Basic terminology used in Housekeeping. 

  

 

Unit 1.4: Roles and Responsibili�e s of a GSA-Housekeeping 

Unit Objec�v es 

At the end of this module, the par�cipant will be able to: 

•  Elaborate on the job role and job opportunity for Guest Service Associate - Housekeeping in 
the Tourism and Hospitality Industry 

•  Elaborate on the basic terminology used in the hospitality parlance 

Say 

•  Cleanliness is next to godliness. 
•  Clean rooms, fresh air, and washed linen are every individual's requirements. A guest’s priority 

is always hygiene. 
•  Housekeeping is the department which takes care of the property 
•  Do you remember any Housekeeping staff who has been well-mannered or ill-mannered? 

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  
•  Charts / PPE, if required 

Facilitator Guide

19



 

1.4.1 Job Opportuni� es for  of Guest Service Associate   

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  
•  Charts / PPE, if required 

Say 

•  There are many facili�e s and ameni� es in a hotel that must be always maintained. 
•  The whole and sole responsibility of cleanliness and hygiene lie in the housekeeping 

department. 
•  The staff of this department is always working behind the scene. Guest hardly see them face 

to face unless required. 
•  Guest returns from the hotel, and when he returns, the fresh-smelling and looking room 

welcome him. 

Do 

•  Start the class by showing a collection of pictures of well-maintained and dirty rooms of hotels 
which can be searched from various google links. 

•  Observe the par�cip ant's expressions.  
•  Discuss the reac� ons and why they feel so. 

Elaborate 

•  A Guest Services Associate of the housekeeping department is responsible for always ge�ng 
work done smoothly and in a perfect manner. He has to ensure that guest should feel 
comfortable at any given �me. 

•  A GSA housekeeping performs mul�ple fun c�o ns - 
 

✓ Provide guest informa�on  and services 
✓ Service guestrooms  
✓ Perform public area cleaning  
✓ Provides laundry services  
✓ Perform housekeeping services  

•  Du�es of GSA Housekeeping  
✓ Replace guest ameni�es an d supplies in rooms  
✓ Make beds and fold sheets  
✓ Remove trash, dirty linens and room service items  
✓ Greet guests and take care of requests  
✓ Straighten desk items, furniture and appliances  
✓ Dust, polish and remove marks from walls and furnishings  
✓ Vacuum carpets and floor care du�es  
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•  Other sectors where housekeeping associates can work are guest houses, MNC s, hostels, 
airports, shopping malls etc 

1.4.2 Terminology Used in Housekeeping  

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  
•  Charts / PPE, if required 

Explain 

•  For easy communica�on and no scope for confusion, specific terminology is used in the hotel 
industry in all the departments.  

•  A typical terminology used in housekeeping for room status is - 

 

Elaborate  

Elaborate  some more terminologies   – 

✓ Room status discrepancy 
✓ Schedules maintenance 
✓ Double-locked (DL) 
✓ Turned down service 
✓ Deep cleaning 
✓ Sleeper 
✓ Occupied 
✓ Luggage rackBack of the house 
✓ Master key: 

Fig  1.4.2: Terminology used for room status 
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✓ Skipper 
✓ Skipper 
✓ DND 
✓ Floor par 

 

1.4.3 Interdepartmental Coordina�on of the Housekeeping 
Department with Other Departments of a Hotel  

Housekeeping must coordinate with the front office, Room service, maintenance & 
engineering etc., for smooth func�o ning. 

Explain 

 
Coordina�on of housekeeping  with – 

✓ Food and beverage department 
✓ Store 
✓ Purchase 
✓ Personnel 
✓ Sales & marke�ng  
✓ Maintenance department 
✓ Security  
✓ Accounts 

Fig 1.4.3: Housekeeping with other departments 
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Notes for Facilita�on 

•  Take a tour of the housekeeping department of a hotel and collect some videos & pictures to 
show to students. 

•  Collect tags, sign boards, leaflets etc., from a hotel. 

Ac� vity  

•  Divide the class into 4 groups 
•  Distribute flash cards prepared on terms used in housekeeping  
•  Ask to explain each one by one. 
•  The group with the maximum number of correct answers is the winner.  

Summarize 

•  Summarize the attributes required for a Guest Service Associate - Housekeeping 
•  Summarize the role and responsibili�es of a Guest Service Associate - Housekeeping 
•  Summarize basic terminology used in Housekeeping service 
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Exercise  

Select the best alterna�ve from the given op�ons (MCQs) 

Ques�on 1. The Government Policy 'Make in India' aims at: 

(A). Removal of bureaucra�c sl oth 
(B). Reduc�on  in cost of manufacturing 
(C). Build best in class manufacturing infrastructure in the country 
(D). All of the above 

Ques�on 2. Servicing of the room while a guest is registered in the room is known as which of 
the following? 

(A). Turn down service 

(B). Makeup 
(C). Frequency schedule 
(D). On-change 

Ques�on 3. The guest is not expected to check out today and will remain for at least one more 
night defines which of the following? 

(A). Stay over 

(B). Due out 
(C). Sleep-out 
(D). On-change 

Ques�on 4. The Na�onal Skills Qualifica�o ns Framework is based on which of the following? 

(A). Competency 

(B). Technology 
(C). Economy development 
(D). Evalua�on 

Ques�on 5. The goal of life skill educa�on fr amed by WHO is the development of:  

(A). Eco-friendly behaviour 
(B). Modifiable behaviour 
(C). Cri�c al and ques�oning behaviour 
(D). Adap�ve and posi�ve behaviour 

Ques�on 6. For the performance appraisal a Guest service Associate (Housekeeping) will 
coordinate with which of the following departments? 

(A). Personnel department 

(B). Accounts department 
(C). Housekeeping department 
(D). Opera�ons department 
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Ques�on 7. A Public area is supervised by 

(A). Execu� ve housekeeper 
(B). GRA 
(C). Public area supervisor 

(D). None of the above 

Fill in the blanks 

Ques�on 1. ___ is a person responsible for se�ng up a business. 

(A). Entrepreneur 

(B). Businessman 
(C). Manager 
(D). Planner 

Ques�on 2. An induced entrepreneur is one who is induced to take up an entrepreneurial 
ac�vit y due to policy measures of the government to start a new venture.  

(A). True 

(B). False 

Ques�on 3. Proper�es  that achieve a deluxe guest experience are known as which of the 
following? 

(A). 5 star 
(B). 4 star 

(C). 3 star 
(D). 2 star 

Ques�on 4. ________ is the term for, a room with a balcony usual ly overlooking garden or 
water.  

(A). Lanai 

(B). Pent house 
(C). Cabana 
(D). Inter connec�n g rooms. 

Ques�on 5.  ‘Front of the house’ areas such as the entrance, lobby, guest corridors, and so on 
are called as________. 

(A). Public areas 

(B). Floor areas 
(C). Pantry 
(D). Stores 
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2. Perform Cleaning Operations for
Carpet and Upholstery

Unit 2.1 –Various cleaning solutions, equipment, and carpet types

Unit 2.2 –Activities involved in cleaning and drying

THC/N0240

NC  ET
कौशल गुणव�ा �ग�त



Key Learning Outcomes 

At the end of this module, the par�cipant will be able to: 

1. Explain the different types of cleaning solu� ons, supplies and equipment
2. Describe the importance of inspec� ng the carpet/upholstery that needs to be cleaned
3. Explain the importance and steps to clean furniture, upholstery, carpet, etc.
4. Iden�f y various types of stains
5. Describe various cleaning methods along with the precau�onar y measures to be taken while

cleaning
6. Discuss the importance of using a brush/scrubber while cleaning
7. Describe the importance and methods of drying the carpet
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Unit 2.1: Various Cleaning Solu� ons, Equipment, and Carpet 
Types 

Unit Objec�v es 

At the end of this module, par�cipants will be able to: 

1. List different types of cleaning solu�ons , supplies and equipment  
2. Explain the importance of inspec�ng  the carpet/upholstery that needs to be cleaned  
3. Elaborate on the importance and steps to clean furniture, upholstery, carpet, etc.  
4. Dis�ngu ish between various types of stains  

2.1.1 Cleaning Equipment 

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  
•  Charts / PPE, if required 

Say 

•  Let us understand the tough job and hardship of the housekeeping department. 
•  Which are the different types of cleaning equipment used in the housekeeping department   

Elaborate 

•  Importance of cleaning 
•  Classifica�on of Cleaning equipment 
•  Selec�on criteria for cleaning equipment 

Notes for Facilita�on  

•  Show pictures of different types of carpets used in the hotels 
•  Collect videos and literature on carpet weaving 

Manual equipment 

•  Types of brooms 
•  Brushes 
•  Mops 
•  Types of a damp mop 
•  Types of clothes 
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•  Containers 
•  Boxsweeper 

Mechanical equipment 

•  Vacuum cleaners/suc� on cleaners 
•  Different vacuum cleaners 
•  Care and storage of vacuum cleaners 
•  Floor maintenance machine 
•  Wet extrac� on machine 
•  Shampooing machines 
•  Power sweeper 
•  Scarifying machines 

Say 

•  Cleaning is the main opera�on of the housekeeping department 
•  You must know that guest s never accept a dirty room 
•  Cleaning being a tough task needs equipment to get results 

Ask 

•  Can you define cleaning? 
•  What are the major ac� vi� es in a cleaning procedure? 

Elaborate 

Classification of types of equipment with the help of the following figure 

  
Fig 2.1.1 Cleaning Equipment Categoriza�on 
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Do 

Ask the par�cipants ques�ons related to the selec�on criteria for equipment 

•  Safety in opera�on  
•  Suitability to the type of area, surface, work, amount of opera�on 
•  Versa�lit y in doing various types of cleaning 
•  Work performance in terms of the capacity of the machine 
•  Durability, sturdiness and life of the equipment 
•  Noise level of equipment 
•  Servicing, availability of spares 
•  Protec�v e design without sharp edges etc 

2.1.2 Selec�on of Cleaning Equipment for Housekeeping 

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, D uster, Projector and Laptop 
•  Charts / PPE, if required 

Say 

•  Unless technical support is taken, any work cannot be done effortlessly.  
•  As you all know, housekeeping  is a hard task and needs much workforce. This can be made 

easier with the help of suitable equipment. 
•  Selec� on of equipment requires some basic study or homework, so it gives returns of money, 

effort and � me spent. 

Explain 

The selec�o n of cleaning equipment needs to be done wisely. Selec�o n can be made on major criteria 
like - 

•  Produc�vit y: how many square feet of carpet area can be cleaned in one hour.  
•  Work performance in terms of capacity and machine and consumer reports on performance.  
•  Ease of handling in terms of size, weight and height of the machine and ease of manoeuvring 

and opera�ng . 
•  Appearance 
•  Accessories 
•  Refill Procedure 
•  Regular maintenance and care 
•  Safety in opera�on  and maintenance. 
•  Suitability: the type of area, surface, work, amount of obstruc� on and cleaning frequency. 
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Ac� vity 

•  Arrange a visit to a hotel's housekeeping department on a not-so-busy day and suitable � me. 
•  Before taking them on a visit, brief them on how they can watch and take notes. 
•  Let par�cipan ts understand the work by talking to the staff.  

Ask 

•  Once the visit is over, ask par�cip ants to prepare a short report on the visit. 
•  Ask them to use pictures or drawings wherever possible. 
•  Can you list the manual cleaning equipment used in your house cleaning? 
•  What do you think is easier to use, manual or mechanical equipment? 

Notes for Facilita�on  

•  Encourage participants to observe the cleaning done in their house and prepare a short report 
on PPT using pictures and videos taken by them. 

Summarize 

•  With the help of pictures, summarize the types of manual and mechanical cleaning 
equipment. 

2.1.3 Importance of Inspec�ng Carpets/Upholstery  

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  
•  Charts / PPE, if required 

Say 

•  if not maintained properly can completely get destroyed. 
•  If not cleaned regularly, it collects dirt and moisture and o�en develops fungus. 
•  Musty and s�nking  carpets can be harmful to guests’ health. 
•  It isn't easy to clean the big and long carpets, especially those that cannot be removed and 

taken outside the building. 
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Do 

•  Bring in the class sample pieces of different types of carpets, which you can get from the 
carpet shop on request ( If they have any set in duplicate) 

•  Let par�cipan ts guess the type of carpets by touching them. 

Elaborate 

•  Proper commercial carpet maintenance 
•  Strategic commercial carpet maintenance  
•  Frequent cleaning of entrances and high-traffic areas 

2.1.4 Types of Carpets and Floor Cleaning Equipment  

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Lapto p 
•  Charts / PPE, if required 

Ask 

•  Does anyone have a carpet at home? 
•  Have you seen your mother or maid cleaning the carpet at home? 
•  It is a tough task to clean carpets. 

Elaborate 

•  Wet Extractors 
•  Hot-water extrac� on machines 
•  Solvent extrac�o n machines 
•  Wet Vacuums 
•  Rotary Floor Machines 
•  Cylindrical-brush dry-foam machines 
•  Rotary-brush wet-shampoo machines 
•  Small rotary-brushes wet-shampoo machines 
•  Scrubber-drier-sweepers: 
•  Power sweepers 
•  High-pressure washers 
•  Scarifying machines 
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Do 

•  Show videos on carpet equipment cleaning carpets. 
•  Take par�cipan ts to any hotel to see the actual carpet cleaning process using machines. 

2.1.5 Types of Carpets and Their Uses  

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projecto r and Laptop 
•  Charts / PPE, if required 

Say 

•  Do you know which countries are famous for carpets? 
•  Carpets are considered luxurious and are found majorly in rich people’s houses. 
•  Hotels, especially 4/5-star hotels, have wall-to-wall carpets. 

Explain 

There are different types of carpets, and depending on the place, it changes. There are many types of 
carpet fibres, but the most common are nylon, polyester, polypropylene, acrylic, and wool 

Different types of carpets  

•  Woollen 
•  Tufted  
•  Woven  
•  Needlefelt 
•  Kno� ed  
•  Symmetrical 
•  Asymmetrical 

Uses of carpets 

•  Carpet Adds Beauty and Style 
•  Carpet Improves Indoor Air Quality  
•  Carpet Provides Warmth and Comfort 
•  Carpet So� ens Slips and Falls 
•  Carpet Reduces Noise 
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Ask 

•  What are various types of carpet weaving pa�ern s? 
•  Why are carpets used more in hotels? 

Team Ac�vit y  

•  Give students a survey ac� vity to visit carpet shops and collect informa�o n. 
•  Divide students into groups of 2 each. 
•  Ask them to prepare a presenta�on on carpets from the hotel industry, the history of carpets 

and world-famous carpets. 

2.1.6 Appropriate Cleaning Agents 

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  
•  Charts / PPE, if required 

Say 

•  Cleaning is a rou�n e in every commercial place like hotels offices  
•  Cleaning using the correct cleaning agents is a wise thought 
•  When you stay in a hotel, what do you expect in cleanliness, like in toilets, linen, furniture 

etc.? What is your priority? 

Elaborate 

•  Cleaning agents come in a 
variety and chemical 
composi�on s. It is 
important to select one 
wisely with the help of the 
following image 

•  Different types of brushes 
used in housekeeping with 
the help of Table 2.1.1 
Brush types in the 
par�cip ant handbook  

Fig 2.1.8 Cleaning agents 
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Do 

Ask the par�cipants to explain the proper�es and usage of: 

•  Water 
•  Vinegar 
•  Bathroom cleaners 
•  Surface sani�s ers 
•  Toilet cleaners  
•  Degreaser 
•  Floor cleaners 
•  Laundry cleaners 
•  Carpet cleaners 

Types of brushes used in housekeeping 

•  Scrub brushes 
•  So� brushes  
•  Carpet brushes 
•  The floor brush is also known as a deck brush 
•  Toilet brush  

Ac� vity  

•  Divide the class into 2 groups 
•  Give them brushes and ask them to iden�f y and tell about them in 2 sentences. 
•  Compare and declare the winner with the maximum number of correct answers. 

Summarize 

•  Process of selec� on of cleaning equipment for the housekeeping department 
•  Different types of carpets and their uses 
•  Floor cleaning equipment used in hotels 
•  Types of brushes, mops and cleaning clothes used in housekeeping 
•  Types of containers, bins and trolleys used in housekeeping 

Notes 

_____________________________________________________________________  
_____________________________________________________________________  
_____________________________________________________________________  
_____________________________________________________________________  
_____________________________________________________________________  
_____________________________________________________________________  
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Unit 2.2: Activi�es Involved in Cleaning and Drying 

Unit Objec�v es 

At the end of this module, the par�cipant will be able to: 

1. Elaborate on various cleaning methods along with the precau� onary measures to be taken 
while cleaning  

2. Explain the importance of using a brush/scrubber while cleaning  
3. Describe the importance and methods of drying the carpet  

2.2.1 Cleaning and Maintenance of Carpet 

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  
•  Charts / PPE, if required 

Say 

•  When you look at any hotel room, can you decide how clean it is, good or bad? 
•  Carpets are the most expensive part of a hotel to maintain. 

Elaborate 

Carpet performance depends on many factors. 

•  Specifica�ons 
•  Carpet colour  
•  Installa�on  
•  Maintenance 

Carpet performance is most effec�vely enhanced with  

•  Cleaning unwanted material 
•  Constant a�en�on and effec�v e use of chemicals and machines for cleaning.  
•  Consider the type of carpet, design, ac� vity and ven�l a�o n 
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Five elements for maintenance planning and scheduling with the help of Table 2.2.2 Cleaning 

Schedule Frequency in the par�cipant handbook 

• Soil containment
• Vacuuming
• Spot and spill removal system
• Interim cleaning
• Restora�ve cleaning

Notes for Facilita�on 

Ensure the following topics are covered thoroughly in the class- 

• Carpet maintenance
• Vacuuming
• Spot removal
• Interim cleaning
• Restora�ve/Deep cleaning

2.2.2 Carpet Cleaning Types 

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presenta�on
• Whiteboard, Marker, Duster, Projector and  Laptop
• Charts / PPE, if required
• Vacuum Cleaners

Say 

• Carpet cleaning is a tough task.
• Carpets being expensive, need to be cleaned with great care.
• Carpets can easily get spoiled if not cleaned properly.

Elaborate 

• Hot Water Extrac� on Cleaning
• Carpet Shampooing
• Encapsula�o n
• Bonnet Cleaning
• Dry Carpet Cleaning
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Notes for Facilita�on  

•  Ask the candidates to understand the cleaning procedures conducted in a hotel. 
•  Collect informa�o n on the latest equipment used in hotels and some brand names. 
•  Collect videos on cleaning procedures followed in various categories of hotels worldwide. 

2.2.3 Vacuum Cleaners for Carpet Cleaning  

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  
•  Charts / PPE, if required 

Say 

•  Carpets being very expensive, needs 
to be maintained regularly. 

•  Carpets get dirty quickly and smell 
bad if proper care is not taken. 

Explain  

•  It is a difficult task to clean carpets, 
so the housekeeping department 
needs to plan it properly and devote 
much �me. 

Notes for Facilita�on 

•  Carpets are good at hiding dirt, and 

that is exactly what makes them so 

hard to clean. Not every vacuum is 

up to the job. 

•  Use the given images to explain the 

different types of equipment 
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Ask 

•  What are the various types of vacuum cleaners for carpet cleaning? 

2.2.4 How to Dry Carpet a�er Cleaning 

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  
•  Charts / PPE, if required 

Say 

•  Leaving the carpet wet a�er cleaning or water leakage could ruin your carpet and flooring.   
•  The carpet might look OK on the surface, but you will find the problem when looking at the 

padding. When the area between the padding and the floor stays damp, it creates a perfect 
environment for mould and mildew to grow.   

•  It only takes 24 to 48 hours for a mould infesta�on to develop in this small area. It is hard to 
eliminate the such infesta�on, especially if it a�acks a big space.  

Elaborate 

Methods to ensure that your carpet is completely dry. Here are a couple of prac�c al ways to dry out 
your carpet successfully 

•  Leave windows open 
•  Turn on ceiling fans 
•  Wet or dry vacuum 
•  Weather condi�ons  
•  Available space to spreads carpet for drying 

Ask 

What is the most effec�v e method for drying a washed carpet? 
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2.2.5 Various Types of Stains  

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  
•  Charts / PPE, if required 

Do 

•  Start the class by showing slides on PPT related to various types of stains. 
•  Ask them to iden�f y the stains. 

Explain 

Stains may be classified into different groups, and a single stain may fall into more than one class 

•  Animal stains – These are caused by animal products such as blood, eggs, milk, meat etc. 
•  Vegetable stains – These are caused by plant products, like tea, coffee, juice, tomato, gravy 

etc. 
•  Grease- These stains are from grease or some pigmented ma�er with a grease base. This class 

include stains such as bu�e r, curry, oil paint, varnish etc. 
•  Mineral stains are caused by wri�n g ink, medicines, rust, etc. 
•  Acidic stains include stains from vinegar, medicines containing nitric acid and so on. 
•  Natural dyes- This class includes stains from henna, betel leaf, tobacco chocolates etc. 
•  Oil stain, varnish stain, water-based stain, gel stain, blotching, lacquer stain, water soluble dye 

stain,  metal complex dye stain 

Notes for Facilita�on 

Some common stains and removal methods 

1. Ballpoint -ink- Rub lightly with a co�on ball soaked in spirit. An old ballpoint ink may be soaked 
in glycerin to so�en it and then treated. 

2. Betel leaf- Bleach with 1% potassium permanganate ( the fabrics turn brown). Then soak it in 
1% of oxalic acid and dissolve it in water ( �ll the brown colour disappear). Launder.  

3. Blood- Soak in cold water for about an hour, then transfer to lukewarm water containing 
detergent, soak for 30 minutes, then launder.  

4. Candle wax- Scrap off the surface with a blunt knife; place the stains within two sheets of 
�ssue pap er or blo� ng paper and press it with a warm iron. 

5. Chewing gum- Remove the surface gum with a blunt knife; apply ice to the stains, allows to 
soak in cold water, then launder.  

6. Chocolate/cocoa- Same treatment as blood. 
7. Tea coffee - Pour boiling water over the stain, apply borax solu�o n and allow them to dry. Pour 

boiling water over it and then launder.  

Facilitator Guide

42



8. Curry stains – Apply soap and then bleach in sunlight. If the stain has not disappeared, wet it
and put it back in the sunlight again.

9. Egg- Soak in detergent water and warm salt solu�on. Then launder.
10. Fruit/ Fruit juices- Soak in warm borax solu�on , then launder.
11. Ghee/ oil- Rub french chalk on the stain, then brush off
12. Henna- Soak in warm milk for half an hour, then launder.
13. Ice-cream milk- Rinse through with cold water, then launder.
14. Lips�ck – Soften the stain by rubbing glycerin into it. Apply methylated spirit    and then

launder
15. Shoe- polish- Sponge with liquid detergent. Steep the stain in Carbon tetrachloride wash in

cold water

Summarize 

• Five elements for carpet care
• Different types of carpet cleaning
• Different types of vacuum cleaners for carpet
• Types of stains
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Exercise  

Select the best alterna�ve from the given op�ons (MCQs) 

Ques�on 1. The person who cleans the guest rooms. 

(A). Laundry supervisor 
(B). laundry department staff 
(C). Assistant housekeeper 
(D). Guest service associate 

Ques�on 2. High-performance hot water extrac�on  should be done at which frequency if a hotel's 
traffic level is heavy? 

(A). Annually 
(B). Twice a year 
(C). Quarterly 
(D). Minimum Monthly /Weekly 

Ques�on 3. Which of the following manages the inspectors and the room a�endants? 

(A). Assistant housekeeper 
(B). Laundry supervisors 
(C). Sorters should 
(D). Room A�endant 

Ques�on 4. Which department is responsible for protec�ng  guests from infec� ons and illness, the 
largest staff in the hotel, and Major func� on (keeping clean - sanitary - and 
a�r ac� ve)? 

(A). Housekeeping department 
(B). Room A�endant 
(C). Consumables 
(D). Laundry supervisors 

Ques�on 5. Which among the op�ons  is not a carpet type? 

(A). Wool 
(B). Nylon 
(C). Polyester 
(D). Wood 

Ques�on 6. Which among the op�ons  is not a carpet style? 

(A). Cut Pile 
(B). Loop Pile 
(C). Cut-Loop Pile 
(D). Pile 
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Ques�on 7. Mops are of two types: 

(A). Wet and dry 
(B). Red and white 
(C). Yellow and green 
(D). Black and White 

Ques�on 8. Pick the correct statement(s) 

I. Scrubbing can be done either with a scrubbing brush or with a scrubbing pad
(black) that is a�ached to the disc that cuts the soil.

II. Stripping can be done with a wire brush.

(A). Both statements are correct
(B). Both are Wrong
(C). Statement I is correct, and II is wrong
(D). Statement I is Wrong, and ii is correct

Ques�on 9. Equipment which helps in the cleaning process by directly using the manual energy of 
the employees is ---------------. 

(A). manual Equipment 
(B). so� bris tle brooms 
(C). automa�c Equipment 
(D). robot 

Ques�on 10. Which type of vacuum cleaners are used to groom the long carpet piles? 

(A). Carpet Pile li�ers 
(B). Wet-and-dry vacuum cleaners 
(C). Centralized vacuum cleaners 
(D). Upright vacuum cleaners 
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Notes 

__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
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__________________________________________________________________________________

Scan the QR Codes to Watch the related Videos

Manual Cleaning 
Equipment

Cleaning equipments
Types of vacuum
 cleaners
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3. Perform Post-Cleaning Activities
Unit 3.1  – Various chemicals and solutions, like moth repellent, 

colour protective, stain preventive solution, etc.

Unit 3.2  – Performing Tasks to clean tools and equipment

THC/N0240

NC  ET
कौशल गुणव�ा �ग�त



At the end of this module, the participant will be able to: 

1. Iden�f y the standard arrangement of the furniture in the room
2. Discuss the importance of cleanliness and maintenance of the upholstery/carpet
3. Explain the importance of using various chemicals, like moth repellent/stain preven�ve

solu� ons, deodorizers, colour protec�v e solu�ons, etc
4. Describe the basic repairing technique of carpet and upholstery
5. Discuss the importance of maintaining the tools and equipment
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Unit 3.1: Various Chemicals and Solu�ons,  Like Moth 
Repellent, Colour Protec�v e, Stain Preven�v e Solu�on  

Unit Objec�v es 

At the end of this module, the par�cipant will be able to: 

1. Iden�f y the standard arrangement of the furniture in the room  
2. Discuss the importance of cleanliness and maintenance of the upholstery/carpet  
3. Explain the importance of using various chemicals, like moth repellent/stain preven�ve  

solu� ons, deodorizers, colour protec�v e solu�ons, etc.  

3.1.1 Chemicals and Solu� ons, like Moth Repellent, Colour 
Protective, Stain Preven�ve Solu�on  

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presenta�on 
• Whiteboard, Marker, Duster, Projector and Laptop  
• Charts / PPE, if required 

Say 

• We all know that sinking feeling when you splash tomato sauce or curry on your favourite top 
or a clumsy friend splashes red wine on your carpet. 

• Today we are going to understand the importance of maintenance  
• How many �mes deep cleaning takes place in your house? Like on fes�vals, some specia l 

events at home may be. 

Elaborate 

• Cleaning solu� ons 
• Removal procedure and iden�fic a�on of stains 
• General rules of stain removal 
• Guidelines for the elimina�on of unknown stains 
• Physical and Chemical stain removal method 

Notes for Facilita�on 

Use Fig 3.1.1 Stain and cleaning agent in the par�cip ant handbook to explain the various cleaning 
agents and Classifica�ons of Stain Removers 
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Ask 

•  Which stains are tough to remove? 

Team Ac�vit y  

• Divide the class into small groups 
• Distribute stained cloth pieces and chart papers to the par�cip ants  
• Ask them to study, iden�f y and prepare a stain removal procedure on a chart paper.  
• Let them give the presenta�on.  

3.1.2: Arranging Furniture Rules  

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presenta�on 
• Whiteboard, Marker, Duster, Projector and Laptop  
• Charts / PPE, if required 

Say 

• Have you ever felt that you are not feeling good about the furniture arrangement in your living 
room?  

• Perhaps it’s the sofa not kept properly, the coffee table that’s out of reach,  or maybe the 
placement or size of the area rug that’s supposed to bring everything together.  

• But even a�er you finally put your finger on what’s wrong, you don’t know how to switch 
things up. Rearranging furniture can be in�mida�ng  if you don’t know where to start. 

Elaborate 

Find the focal point  

• Avoid pushing furniture up against walls  
• Establish conversa�on hubs  
• When arranging furniture, strive for balance  
• Think about traffic flow  
• Use rugs of the correct size  
• Place a coffee table  
• Place tables at a safe distance  

Some common furniture arrangement mistakes 

• Too much sea�ng – Lot of furniture pieces for sea�ng  
• Wallflower syndrome – Pushing every item towards the wall 
• Frustra�ng flow – Very poor flow path. No space to move freely 
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• Eyeline eyesores - Keeping the view across a room and out the windows clear improves the 
sense of space, so think low in the centre of a space and high around the perimeter.  

Ac� vity 

• Show pictures of some furniture arrangements in the living room or the laypout of the 
classroom students are sea�n in  

• Ask par�cip ants to find mistakes or think about a better layout. 

Notes for Facilita�on 

• Use Fig 3.1.2 Isometric view of a well-arranged guest room’s furniture in the par�cip ant 
handbook to explain furniture arrangement rules 

3.1.3 Repairing Damaged Carpet 

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  
•  Charts / PPE, if required 

Say 

• Carpets are delicate things and tend to tear because of the traffic of people, dragging suitcases 
etc. 

• Footwear like pencil heels can damage carpets in hotels. 

Ask 

• Do you know how to stitch a patch on torn clothes? 

Elaborate 

• Assess the Damaged Carpet. 
• Find the Donor Carpet.  
• Mark the Damaged Sec�on .  
• Cut Out the Damaged Sec� on.  
• Obtain the Donor Carpet. 
• Decide on Nap Direc� on and Test Donor Piece 
• Apply the Carpet Tape 
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• Place Patch Down and Blend

3.1.4 Repairing Damaged Upholstery – Patching, S� tching, 
Stain Removal. 

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presenta�on
• Whiteboard, Marker, Duster, Projector and Laptop
• Charts / PPE, if required

Say 

• Carpets are delicate things and tend to tear because of the traffic of people, dragging suitcases
etc.

• Footwear like pencil heels can damage carpets in hotels.

Ask 

• Do you know how to stitch a patch on torn clothes?

Elaborate 

• S�t ching patches, removing damaged or stained por� on
• Measure the damaged area of the carpe�ng.  Use the tape measure to iden�f y the patch

size that will be extracted from the surrounding carpet. This will make it easier to cut a 
replacement patch to size. 

• Tape off the area to be removed. Use duct tape to outline a square sec�o n to be removed.
Check the posi� on of the tape with the measurements taken previously to ensure the inside 
edge matches those dimensions. 

• Remove the damaged sec� on of the carpe�n g. Use a u�li ty knife or a carpet-cu�ng  tool to
gently cut along the inside edge of the duct tape. Apply enough pressure to cut through the 
surface of the carpet and the backing but not enough to damage the underlying layer of 
padding. Once the sec� on is completely cut, li�  it off the carpet surface. 

• Measure and cut the replacement patch. Turn a carpet remnant face down and measure a
patch for the carpe�ng , using the measurements obtained earlier as a guideline. Mark the 
patch lines with the pencil, and then use a u�lity  knife or carpet cutter to cut out the patch. 

• Prepare the carpe�ng to receive the patch. Neutralize the disk temporarily by put�n g a small
amount of water on it. Li�  the edges of the carpe�ng  around the hole and slide the adhesive 
disk underneath, with the adhesive side facing upward. 

• Move the carpet patch into posi� on. Groom away any loose carpet fibres from the edge of
the hole. Check the fit before applying any glue. Then, put a thin layer of carpet glue along the 
edges of the adhesive disk. Place the patch into the hole, taking care to make sure the fit is 
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snug and even. Press lightly to allow the backing on the patch to come into contact with the 
underlying tape and adhere properly. 

• Smooth the pile of carpe�ng to hide the seams of the patch. Depending on the pile type, this 
may be accomplished by brushing the fingers around the patch's perimeter or using a carpet 
brush to train the pile on the patch to move in the same direc� on as the rest of the carpe�n g 
pile. 

Notes for facilita�on 

•  Collect videos on repairing the damaged carpet. 
•  Share with par�cipan ts. 

Summarize 

•  Chemicals and solu� ons, like moth repellent, colour protec�ve, and stain preven�ve solu� ons. 
•  Cleaning of hotel carpets. 
•  Repairing damaged carpets 
•  Repairing damaged upholstery 

 

Notes 
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__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
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Unit 3.2: Perform Tasks To Clean Tools and Equipment and Do 
the Necessary Repair Post-Cleaning 

Unit Objec�v es 

At the end of this module, the par�cipant will be able to: 

1. Discuss performing tasks to clean tools and equipment and do the necessary repairs post-
cleaning 

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presenta�on 
• Whiteboard, Marker, Duster, Projector and Laptop  
• Charts / PPE, if required 

Say 

• Cleaning of cleaning tools and equipment is more important because they ensure the cleaning 
of surfaces 

• If you do not understand the purpose of cleaning, you cannot achieve it 
• What do you expect in cleaning when it is your room? 

Explain  

• Performing the maintenance required to ensure good product quality and the equipment's 
maximum usable life  

• Maintaining thorough records of every equipment's maintenance  
• Compiling me and information about the completed service  
• Recording the inspec�o n's findings, including any flaws or repairs found  
• Recording all ac� ons taken and keeping a database of cer�fic a�o n documents  
• Keeping the property up to date with technical requirements  
• For the necessary service specifica�ons and informa�on on the things to be serviced, the GSA 

(Housekeeping) must consult service methods, processes, or manuals  
• Planning and carrying out rou�n e maintenance following industry standards, including 

lubrica�on, cl eaning, and calibra�on  
• Arranging and coordina�n g the provision of services by internal or external service groups, 

such as facility services, maintenance, and modifica�ons  
• Explain performing tasks to clean tools and equipment and do the necessary repairs post-

cleaning. 
. 

  

 
Describe the use and care of vacuum cleaners  
Elaborate
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1. The �ps & tri cks for clean hotel rooms.
2. Discuss the advantages of cleaning equipment:

• The cleaning equipment is advantageous in mul�p le ways −
• Equally effec� ve for general as well as tougher cleaning tasks.
• High cleaning capability.
• Reduce work fa�g ue and increase produc� vity.
• Save the � me of the hotel housekeeping staff.
• High manoeuvrability. They can reach any corner or height of the room; otherwise difficult to

reach.
• Eco-friendly, widely available, and easy to operate.
• They protect from injuries while cleaning when handled using proper instruc� ons.

Summarize 

• Performing tasks to clean tools and equipment and do the necessary repairs post-cleaning.
• Use and care of vacuum cleaners.
• Tips & tricks for clean hotel rooms.

Elaborate
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Exercise  

Select the best alterna�ve form the given op�ons (MCQs) 

Ques�on 1. To prepare pre-soak solu�on, mix 1 teaspoon enzyme pre-soak (Axion, Biz, etc.) 
with-how much warm water? 

(A). 1 cup 
(B). 2 cups  
(C). A bucket 
(D). 2 buckets 

Ques�on 2. Which among the op�ons  are the advantages of cleaning the equipment? 

(A). Reduce work fa�g ue and increase produc� vity. 
(B). Save the � me of hotel housekeeping staff.  
(C). Eco-friendly, widely available, and easy to operate 
(D). All of the above 

Ques�on 3. Which among the given op�o ns indicates proper cleaning and storage of 
equipments? 

(E). To be stored under lock & key  
(F). Electrical equipment should be kept in a dry place. 
(G). Broom's mops to be clean well. 
(H). All of the above 

Ques�on 4. Step ladders are used for cleaning which of the following surfaces.  

(A). Upper 
(B). Lower 
(C). Wet 
(D). Dry 

Ques�on 5. Kerosene and turpen�n e come under which category of stain removers?  

(A). Petroleum based 
(B). Hydrocarbon 
(C). Acids 
(D). Alkalis 

Ques�on 6. Which of the following does not come under the upkeep of equipment? 

(A). Calibra�on  
(B). Servicing 
(C). Lubrica�on  
(D). Replacement of the equipment 
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True false type ques�ons 

Ques�on 7. Cleaning equipment will render maximum efficiency when they are maintained well.  

(A). True 
(B). False 

Ques�on 8. For the necessary service specifica�ons and informa�on on the things to be 
serviced, the GSA (Housekeeping) must consult service methods, processes, or 
manuals. 

(A). True 
(B). False 

Ques�on 9. The most effec� ve way to prevent an infesta�on  and inhibit growth is to clean 
tex�l e furnishings. Spills should be removed immediately. 

(A). True 
(B). False 

Ques�on 10. Before cleaning the carpet, the furniture and objects in the area to be washed 
should be removed. 

(A). True 
(B). False  
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Notes 
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Scan the QR Codes to Watch the related Videos

Care and Maintenance of Cleaning Equipment
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4. Carry out the Stain Removal and Polishing
Activities on the Floors and Surfaces

Unit 4.1 – Cleaning agents, equipment and stains removal

THC/N0241

NC  ET
कौशल गुणव�ा �ग�त



At the end of this module, the par�cipant will be able to: 

1. Elaborate on various types of surfaces, and appropriate polishing equipment, along with the
cleaning agents required for each surface

2. Explain the importance of inspec�ng the surface a�er cleaning and polishing
3. Describe specific methods to clean the surface according to the types of stains
4. Elaborate on the step-by-step cleaning procedures for different surfaces for both so � and

stubborn stains
5. Describe the manual and mechanical procedure of polishing various surfaces
6. Explain the importance of using sealant and mopping the area a�er polishing
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Unit 4.1: Cleaning Agents, Equipment and Stains Removal  

Unit Objec�v es 

At the end of this module, the par�cipant will be able to: 

1. Explain various types of surfaces and appropriate polishing equipment, along with the 
cleaning agents required for each surface  

2. Describe the importance of inspec�ng  the surface a�er cleaning and polishing  
3. Discuss the specific methods to clean the surface according to the types of stains  
4. Explain the importance of using sealant and mopping the area a�er polishing  
5. Explain the cleaning procedures for different surfaces for both so � and stubborn stains  
6. Explain the manual and mechanical procedure of polishing various surfaces 

4.1.1 Care and Cleaning of Different Surfaces 

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presenta�on 
• Whiteboard, Marker, Duster, Projector and Laptop  
• Charts / PPE, if required 

Say 

• It is very important to understand different procedures for cleaning and to repair and adapt 
them correctly. 

• Equipment’s life depends on maintenance and handling, so one must always be careful. 

Notes for Facilita�on  

• Collect informa�o n from hotels and use the internet on various equipment maintenance 
procedures. 

• Prepare a presenta�on on each procedure for cleaning various surfaces.  

Explain  

• Explain selec�ng  appropriate cleaning agents and equipment for cleaning ac� vi� es.  
• The Cleaning Terminology used in Housekeeping. 
• The Manual Cleaning procedures for equipment.  
• Explain the Electric Cleaning Equipment. 
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4.1.1.1 Silver Cleaning Methods 

Elaborate 

• Methods to clean metals and alloys – 

✓ Using aluminium foil, baking soda and salt 
✓ Cleaning silver using baking soda, borax, toothpaste and alcohol 
✓ Cleaning of steel, copper and brass 
✓ Polishing metal items 

Method -1 - Cleaning silver using aluminium foil, baking soda, and salt with the help of the following 

in the par�cipant handbook: 

•  Fig 4.1.1 Silver Cleaning M1-Step -1 
•  Fig 4.1.2 Silver Cleaning M1-Step -2 
•  Fig 4.1.3 Silver Cleaning M1-Step -3 

Method -2 - Cleaning silver using baking soda or borax with the help of the following in the 

par�cipant handbook: 

•  Fig 4.1.4 Silver Cleaning M2-Step -1 
•  Fig 4.1.5 Silver Cleaning M2-Step -2 
•  Fig 4.1.6 Silver Cleaning M2-Step -3 

Method -3 - Cleaning silver using toothpaste or baking soda paste with the help of the following in 

the par�cipant handbook: 

•  Fig 4.1.7 Silver Cleaning M3-Step -1 
•  Fig 4.1.8 Silver Cleaning M3-Step -2 
•  Fig 4.1.9 Silver Cleaning M3-Step -3 

Method -4 - Cleaning silver using rubbing alcohol with the help of the following in the par�cipant 

handbook: 

•  Fig 4.1.10 Silver Cleaning M4-Step -1 
•  Fig 4.1.11 Silver Cleaning M4-Step -2 
•  Fig 4.1.12 Silver Cleaning M4-Step -3 
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4.1.1.2 Steps to Clean Glass 

Explain  

•  How to Clean glasses by hand. 
Fill your kitchen sink approximately one-third to halfway with warm water and add a few 
drops of dishwashing liquid. Using a clean sponge, gently wash your glasses inside and out. 
Rinse thoroughly 

•  Materials and tools required to clean glass surface and glass furniture  with the help of Fig 
4.1.13 Tools & material for glass surface cleaning in the par�cipan t handbook 

 

4.1.1.3 Steps to Clean Plas�cs 

Say  

•  Plas�cs   have great strength, poor absorbency, and are easy to clean and dry.  All kinds of 
plas�c are easy to clean and maintain. 

Explain  

The Materials and tools required to 
clean plas�c  surface and furniture Fig 
4.1.14 Tools & material for plas�c 
surface cleaning and Table 4.1.1 Tools & 
material for plas�c  surface cleaning in 
the par�cip ant handbook 
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STEP 1: Dust off any loose 
dust, debris and other dirt 
using feather dus�ng brush.

STEP 3: Wipe the surface with a 
so�, lin t-free cloth or sponge 
wipes. 

STEP 2: Spray the glass cleaner 
on the glass surface.

STEP 1: Dust off any loose 
dust, debris and other dirt 
using a dus�ng brush. 

STEP 2: Mix the cleaning 
agent to a bucket of clean 
water. 

STEP 3: Dip the so� n ylon 
brush or sponge into the 
solu�on and scrub the 
surface. 

STEP 4: For heavy stains, let 
the solu�on sit f or a while 
and scrub again. 

STEP 5: Rinse the furniture 
with lots of water. 

STEP 6: Wipe dry with a so� 
lint-free cloth and let it to 
air dry. 



 

4.1.1.4 Steps to Clean Ceramics 

 Say 
Ceramics are made from sand and clay. Different propor�ons and types of clay are mixed 
with other ingredients to produce different kinds of ceramics of the required quality for floor 
and wall �les, drain pipes, washbasins, sinks, lavatory pans, vases, cooking utensils and 
teacups and sauces. 

Explain  

•  Materials and tools required to clean ceramic surface with the help of Fig 4.1.15 Tools & 
material for ceramic surface cleaning 
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STEP-1: Sweep or vacuum the 
�le, making sur e to reach into 
the corners, where dirt tends to 
accumulate the most. A 
microfiber duster is efficient at 
removing dust and hair from 
surfaces. 

STEP-2: Mix the Cleaner with 
warm water, and then soak a 
rag or chamois mop in the 
solu�on. Do not use a spong e 
mop. Instead, remove as much 
excess water as possible using 
the hands or a towel so that it is 

STEP-3: Move the mop across 
the floor in even and gentle 
strokes. Use a pa�ern to guide 
the movements as one moves 
through the room to ensure 
that not a single square inch of 
the floor is missed. 
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STEP-4: The water will naturally 
become cloudier as it is rinsed 
out with the mop or rag, so it is 
essen�al t o change it 
consistently. To prevent a 
cloudy film of grime from being 
le� behind on the �le, r egularly 
empty the dirty water and refill 
it. If it is finished and haze is 
observed, make a solu�on of 
white vinegar and hot water, 
and use a damp rag to run it 
over the film to remove it. 

STEP-5: Cleaning the grout, one 
can use a cleaner designed 
specifically for cleaning grout. 
One can also make a bleach 
solu�on and use tha t (using 
gloves, so he/she does not get 
bleach on his/her bare hands). 
A� er allowing it to sit for a few 
minutes, it should be rinsed 
thoroughly. 

STEP-6: A� er mopping the floor, 
immediately dry it with a clean 
cloth if the �le t ends to get 
water spots on it. This should 
be done immediately a�er 
mopping the floor. 



 

4.1.1.5 Steps to Clean Wooden Surface and Furniture 

Say  

Wood is obtained from trees obtained from nature. It is hard, compact fibrous and porous. Wood 
has a varying degree of hardness with mul�ple uses, varied colours, and grain patterns. Wood is 
porous and tends to absorb water and dust. It is also prone to fungal a�acks and pest infesta�ons. 
Cleaning of wooden surfaces and furniture – Avoid water. 

Explain  

•  Materials and tools required to clean wooden surfaces and furniture with the help of Fig 4.1.16 
Tools & material for wooden surface cleaning  in the par�cipan t handbook. 
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STEP 1: Dust off any loose 
dust, debris and other dirt 
using a dus�ng brush. 

STEP 2: Mix the cleaning 
agent to a bucket of clean 
water. 

STEP 3: Dip the so� n ylon 
brush or sponge into the 
solu�on and scrub the 
surface. 

STEP 4: For heavy stains, let 
the solu�on sit f or a while 
and scrub again. 

STEP 5: Rinse the furniture 
with lots of water. 

STEP 6: Wipe dry with a so� 
lint-free cloth and let it to 
air dry. 



 

4.1.1.6 Steps to Clean Stone Surfaces 

Say  

Stone surfaces Used commonly as flooring in commercial as well as non-commercial establishment. 
The frequently used stones are marble, granite, slate, sandstone quartzite. Stone may also be used 
as an external wall surface, tabletops, counter-tops, furniture and decora�ve items. 

Explain  

•  Materials and tools required to clean with the help of Fig 4.1.17 Tools & material for stone 
surface cleaning in the par�cipant handbook 
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STEP 1: Remove Loose 
Surface Soil - Grit and dirt 
can scrape and dull vinyl's 
surface - daily grit removal 
with vacuum, dust mop, or 
broom. Avoid using the 
beater bar when 
vacuuming, which can harm 
vinyl floors. 

STEP 2: Mix a Cleaning 
Solu�on - W arm water and 
dishwashing soap in a 
bucket or deep u�lity sink. 
Choose a degreaser-
containing detergent like 
Dawn for kitchens. Too 
much suds adds work. . 

STEP 6: Allow the Floor to 
Air-Dry - Avoid the floor 
un�l it is dry . If �me is 
limited, use a fan to 
accelerate drying. 

STEP 5: Decide Whether or 
Not to Rinse - If too much 
soap is not used and the 
floor is not too unclean, 
mopping is plenty. However, 
if the floor feels s�cky , add 
a rinse of water and vinegar. 
Then, the floor will be 
spotless. 

STEP 4: Tackle Tough Stains 
- To erase food stains, add 
baking soda and water to 
make a paste (two 
tablespoons of baking soda 
and one teaspoon of 
water). Apply the paste on 
stains, then scrub with a 
microfiber cloth.

STEP 3: Mop Away the Dirt 
- Wring out the cleaning 
solu�on-soak ed mop. Start 
in one corner, leaving an 
escape. Rinse and wring the 
mop as dirt accumulates.  



4.1.1.7 Steps to clean vinyl surfaces 

Elaborate 

• These are made from PVC, other synthe�c r esins, inert fillers, and pigments.
• Materials and tools required to clean vinyl surface with the help of Fig 4.1.18 Tools & material

for vinyl surface cleaning in the par� cipant handbook

Facilitator Guide

69

STEP 1: Sweep the �le. 
Begin the process of 
cleaning by sweeping the 
�le. S weeping stone �le is 
essen�al bec ause it 
removes small par�cles, 
such as sand that can cause 
damage to the floor. 

STEP 2: Use a mop with 
dish soap. The simplest 
method is using a mop and 
dish soap to clean the �le. 
Instead of a harsh and 
acidic cleaner, use a few 
tablespoons (30-45 ml) of 
pH-neutral dish soap.  

STEP 3: Rinse the floor. 
Make sure to rinse the 
surface thoroughly. There 
should be no detergent 
remaining. Fill the pail with 
hot water. Rinse the floor 
with the mop. 

STEP 4: Dry with a towel. 
Hand-drying the floor is 
preferable to air-drying 
because air-drying can 
cause water spots. Instead, 
grab a clean towel and 
manually dry the floor. It 
takes �me but yields the 
best results for the floor. 

STEP 5: Give the floor a 
shine. Complete the 
cleaning by adding shine to 
the floors. There are many 
ways to accomplish this. 
This is easily accomplished 
with a few tablespoons (30-
45 ml) of salt. U�liz e the 
salt with a damp cloth and 
rub un�l the f abric is so� 
and dry.

Note: Do not drag 
furniture when 
reposi�oning it f or floor 
cleaning. Instead, request 
assistance li�ing and 
moving the object. 
Rinsing the floor helps to 
remove sand and debris 
as well. If too much wax 
is used, the floor may 
become yellow-coloured. 
Scrub with water and 
neutral soap to remove 
excess wax, or use a wax 
remover.



 

4.1.1.8 Steps to Clean Rubber Surfaces 

Elaborate  

• This is a natural/synthe�c substance having proper� es of elas�city, water repellent and 
electrical resistance. 

• Materials and tools required to clean rubber surfaces with the help of Fig 4.1.19 Tools & 
material for rubber surface cleaning in the par�ci pant handbook 
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STEP 1: Vacuum the floor 
thoroughly. To begin 
cleaning, vacuum the 
rubber floor thoroughly to 
remove all grit and dirt. 
Work from one side of the 
area to the other so that 
any spots are not missed. 
Dirt can cause rubber floors 
to wear unevenly and lose 
their shine.

STEP 2: Combine soap and 
water to make a cleaner. 
A� er 1/4 cups (60 ml) of 
mild dish soap, warm water 
should be poured into a 
bucket. Avoid the 
tempta�on t o use more 
soap because doing so 
could leave a filmy residue 
on the floor. Instead, the 
suggested amount of soap 
is diluted enough to remove 
dirt without leaving a film. 

STEP 3: Use mild dish soap 
and warm water to mop. 
Start at the area furthest 
from the door and work 
toward the exit as it can be 
mopped the floor with 
soapy water. Periodically 
wring the mop. It is possible 
to leave the floor without 
stepping on the freshly 
mopped floor.

STEP 4: Let the area dry 
naturally. The freshly 
cleaned rubber floor does 
not need to be towelled. 
Instead, allow it to air dry. 
For example, open a 
window if the rubber floor 
is located in a space with 
poor ven�la �on t o help the 
freshly mopped floor dry 
more quickly. 

STEP 5: For general 
cleaning, stay away from 
harsh cleaners. Some acids 
and solvents can erode or 
so� en rubber flooring if 
used frequently. Although 
rubber can withstand 
normal wear and tear, using 
harsh chemicals for regular 
cleaning can cause the 
rubber to crack and 
deteriorate. Whenever 
possible, use plain soap and 
water instead. 

STEP 6: Within 72 hours of 
installa�on, rubber flooring 
should not be cleaned. The 
so� est rubber flooring is 
found right a�er 
installa�on. Ov er �me, it 
cures, hardening and 
strengthening. Most 
manufacturers advise 
against cleaning it for the 
first 72 hours following 
installa�on. An earlier 
a�empt might result in the 
floor being permanently 
damaged.



 

Notes for Facilita�on 

Download videos from the internet and show par�cip ants using the projector. 

4.1.2 Terminology Used in Housekeeping 

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presenta�on 
• Whiteboard, Marker, Duster, Projector and Laptop  
• Charts / PPE, if required 

Say 

• Understanding terminology used commonly in housekeeping is a must for every employee 

Explain 

1. Con�ng ency plan- Planning done for uncertain events. 
2. Lounge- A place in a hotel where a guest can sit back or relax. It is in a public area furnished 

for relaxa�on. 
3. Damp –dus�ng -The method of cleaning where the items are to be cleaned or wiped with a 

damp cloth.    
4. Bridge the bed-Joining of two beds. 
5. Crinkle sheet-Dis�nc� ve woven sheets to cover and protect the blanket. 
6. Nappery- Table linen. 
7. Roll out- Removal of extra beds from the rooms when the guest checks out.   
8. Jonny mop-Toilet brush used for cleaning of w.c. 
9. Pallet- Thin-weight ma�r ess 
10. Amenity- A service or item offered to a guest or placed in a guest's room at no extra cost. 
11. Back of the house- The func�o nal area of hotels in which guests are not allowed to go. 
12. Back to back- Describe a heavy rate check out and check-in on the same date so that as soon 

as the room is made up. 
13. Turn down service- A special service provided by the housekeeping department in which a 

room a�endant enters the guest room in the evening to make the night bed to replenish any 
necessary items. 

14. Hand-caddy –A portable container for storing and transpor� ng cleaning supplies carried in a 
room through a maid cart. 

15. Lobby- Area provided near the recep� on as a common mee�ng  place for all the guests. 
16. Hopper-Strong metal container for disposing of garbage. 
17. Sani-bin – Metal bin with lit kept in wash room for the throwing of disposed of toilet rolls. 
18. Team cleaning-Group of housekeeping staff working together in order to achieve the same 

goals 
19. Wardrobe- A tall cabinet or closet for keeping clothes.  
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20. Candle-wick- A so�  co�on thread which makes the candle burn. 
21. Pilferage- The crime of taking someone’s property without permission. 
22. Crease- A line made on linen by folding or pressing. 
23. Frequency schedule- A schedule which indicates how o�en an area in a hotel has to be 

cleaned. 
24. Accommodation checklist- List to help the housekeeping staff check all the items inside the 

room.    
25. Bath linen-It includes a bath towel, hand towels, face towels etc. 
26. Cleaning supplies- Cleaning agents and small cleaning supplies for cleaning of guest room  
27. Water closet- Sanitary fi�ngs consist of toilet bowl and cistern... 
28. Room status report- A report that allows the housekeeping department to say the present 

status of the room. 
29. Rou�ne maintenance- Ac� vi�es  related to the general upkeep of a property. 
30. R.D.M.- Room division manager. A person who heads the department responsible for the 

loca�on of guest rooms, including front office and housekeeping.  
 

4.1.3 So� and Stubborn Stain Removal from Surfaces  

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presenta�on 
• Whiteboard, Marker, Duster, Projector and Laptop  
• Charts / PPE, if required 

Ask 

• Do you remember any stubborn stains you had on your clothes during childhood? 

Explain 

General rules for removing stains 

• The physical method uses fric�on with hands, and the chemical method uses a chemical solu�on. 

• Physical method (Absorp� on water-based stains) 

- First, wash the cloth with the brush. 
- Put the stain on a blo�ng paper upside down. 
- Rub stain remover on the back side. 
- Rubbing should be from inside towards outside 
- The blo�ng  paper absorbs the stain.  

• Fric�on r emoval water staining 

- This involves scraping, brushing, rubbing or scrubbing to remove dried-on stains 
- Gently rubbing is important to prevent damage to cloth 
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- If this does not remove, the chemical method can be tried 

• Chemical method 

- Ace�c acid, alcohol, acetone, ammonia, and oxalic acid are certain stain-removing chemicals 
which can be used easily. 

- Prepare a cleaning solu� on of the respec� ve choice 
- Pour a small amount over the stain 
- Allow reac�ng  with the stain 
- Using a scraper cloth, gently work on the stain 
- Finish and wash 

Demonstra�on  

• Demonstrate stain-removing methods in a prac�c al room 
• Let students try stain removal using both methods a�er they observe the demonstra�o n. 

4.1.4 Floor Cleaning and Maintenance Methods 

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presenta�on 
• Whiteboard, Marker, Duster, Projector and Laptop  
• Charts / PPE, if required 

Say 

• Floor cleaning is a rou�n e ac�vit y for any place.  
• Every place has its schedule and method. 
• Let us see some common floor cleaning methods 

Explain 

• Mopping  
• Scrubbing 
• Burnishing 
• Buffing  

Do 

• Show videos of all floor cleaning methods. 
• Let students compare them and discuss them. 
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4.1.6 Floor Polishing Procedures 

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  
•  Charts / PPE, if required 

Say 

•  Shiny floors always add a touch of class to the room. 

Elaborate 

• Wooden floor 
• Marble floor 
• Concrete floor 
• Laminate  

Ask 

• A� er learning about floor polishing which floor looks easy to polish? 

4.1.6 Specific Methods to Remove Stains from Different 
Surfaces  

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presenta�on 
• Whiteboard, Marker, Duster, Projector and Laptop  
• Charts / PPE, if required 

Say 

• Some�mes certain stains are difficult to remove, and specific methods must be followed. 
• Any commercial hotel insists on acquiring special techniques to remove stains. 
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Elaborate 

• Collect the required equipment, like a so� cloth, so� -bristled broom, duster pan etc., before 
star�ng  the stain removal process. 

4.1.7.1 Stain Removal Steps for Wooden Flooring 

Elaborate

Elaborate

 

The following steps- 

Step 1. Sweep the floor with a so�-bristled broom. Pick up loose li�er, i.e. hair, etc.  
Step 2. Dilute the cleaning agent in a bucket of clean water.  
Step 3. Dip the mop in the cleaning solu� on and wring it completely 
Step 4. Mop the floor in the direc� on of wood grains 
Step 5. Dip a so� cloth in the cleaning solu�o n and rub it over the stains to clean them. 
Step 6. Wring the mop dry and rub it over the wet floor to remove excess liquid. 
Step 7. Clean the mop in the bucket with plain water, wring it completely and wipe the floor with it.  
Step 8. Buff the floor dry with a microfiber mop or cloth 
Step 9. Water, wring it completely and wipe the floor with it. Buff the floor dry with a microfiber mop 

or cloth  

Notes for Facilita�on 

•  Ask the candidates to reiterate the steps elaborated on above 

4.1.7.2 Stain Removal Steps for Marble, Concrete, Vinyl or Tiled 
Flooring 

Step 1. Sweep the floor with a so�-bristled broom. Pick up loose li�er, i.e. hair, etc.  
Step 2. Use 20ml cleaning agent in one litre of water 
Step 3. Dip the mop in the cleaning solu� on, wring it and mop the floor 
Step 4. Pour cleaning solu�o n over stains and scrub with a nylon so� hand  brush 
Step 5. Wring the mop dry, rub it over the wet floor to soak excess liquid off 
Step 6. Clean the mop in the bucket with plain water and rinse the floor with it 
Step 7. Repeat moping with clean water un�l the residue of the cleaning solu�on  goes away 
Step 8. Buff the floor dry with lint-free cloth or microfiber mop 

Notes for Facilita�on 

•  Ask the candidates to reiterate the steps elaborated on above 
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4.1.7.3 Stain removal Steps for Glass  Flooring 

Step 1. Sweep the floor with a so�-bristled broom. Pick up loose li�er, i.e. hair, etc  
Step 2. Use 10ml cleaning agent in one litre of water 
Step 3. Moisten the sponge pad or sponge mop with the cleaning solu�o n and scrub over the 

glass floor gently 
Step 4. Use the floor squeegee or sponge wipes/mop to the cleaning solu� on away 
Step 5. If needed, spray the glass cleaner on a sponge and rub gently on stains. 
Step 6. Clean the sponge in plain water, and rinse the floor with it 
Step 7. Wipe it dry with sponge wipes or floor sponge mop 
Step 8. Use a microfiber mop or cloth to remove any remaining water or residue 

Notes for Facilita�on 
•  Ask the candidates to reiterate the steps elaborated on above 

 
4.1.7.4 Stain Removal from Carpeted  Floor 

Step 1. Pick up loose li�er , i.e. hair, etc. 
Step 2. Sweep the carpet with a s�ff brush to remove the dirt.  
Step 3. Pick all dirt using a so�-bristled broom and dustpan and dispose of it properly. 
Step 4. For stains, the chemical is first sprayed directly on the spot, then on the cloth to blot 

the surface  
Step 5. A� er 5 to 10 minutes of rest, scrub the surface with the help of the carpet brush  
Step 6. Once the stain is removed, sponge it with plain water and allow it to air dry completely 

Notes for Facilita�on 
•  Ask the candidates to reiterate the steps elaborated on above 

4.1.8 Procedure to Prepare Various Cleaning Solu� ons  

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presenta�on 
• Whiteboard, Marker, Duster, Projector and Laptop  
• Charts / PPE, if required 

Say 
• It is always cheaper to prepare your cleaning solu� ons. 

Elaborate
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Elaborate 

• Deodoriser and cleanser for kitchen – A solu�on of warm water and baking soda cleans everything
in the kitchen, including steel surfaces shining. U�lise  a damp cloth and gently rub it to clean and
shine. Baking soda helps remove bad odours from the sink.

• Make your glass cleaner – Two cups of water, one cup of white vinegar and rubbing alcohol, and
2-3 drops of orange essen�al oil can make a good cleaning solu� on for windows and mirror s. Use
a spray bo� le for cleaning. Alcohol evaporates quickly, thus not leaving white streaks on the
surface and leaving the surface shining and gleaming.

• Natural hard scrub – Lemon dipped in borax makes a good scrub to clean sinks and bathtubs etc.
• Last-ditch clothing stain removal and natural marble cleaner are a few more homemade cleansers

used by the housekeeping department.

Demonstra�on

• Demonstrate the cleaning procedures for some selected items.
• Ask students to bring one item from home to clean and guide them in cleaning

Summarize 

• Selec�ng  appropriate cleaning agents and equipment for cleaning ac� vi�es.
• Cleaning terminology used in housekeeping.
• Manual & electric cleaning equipment.
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Exercise  

Select the best op�on from the given alterna�ves (MCQs) 

Ques�on 1. Iden�f y the method: In this method, a silver dip solu�on, a specially compounded 
liquid chemical mixture, is used. 

(A). Polvit 
(B). Silver Dip 
(C). Proprietary Prepara�on 
(D). Burnishing 

Ques�on 2. Copper is cleaned by washing the object in warm water with which of the following? 

(E). Detergent 
(F). Salt 
(G). Grease 
(H). Milk 

Ques�on 3. Which among the given op�o ns are the disadvantages of plas�cs?  

(A). Plas�c  is light in weight 
(B). They are non-biodegradable 
(C). Plas�cs  tend to discolour and crack 
(D). They are combus�ble, pr oducing toxic flames 

Ques�on 4. Which is not a type of ceramic? 

(E). Earthenware 
(F). Glazed Earthenware 
(G). Stoneware 
(H). Wood 

Ques�on 5. Where are these terminologies used: Abrasives, Acids, and Dilu� on? 

(A). Housekeeping 
(B). Front Office 
(C). Pantry 
(D). Home 

Ques�on 6. Which is not electric cleaning equipment? 

(A). Vacuum cleaner 
(B). Broom 
(C). Box sweeper 
(D). Polishing machine 
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Ques�on 7. Which of the following is used to remove mineral deposits that dull, scale and 
discolour surfaces? 

(A). Delimers 
(B). Deodorizers 
(C). Disinfectants 
(D). Detergents 

True-false type ques�ons 

Ques�on 1. Cleaning chemicals are o�en available in liquids, blocks, and powders.  

(A). True 
(B). False 

Ques�on 2. Laundry cleaners are liquid concentrates with a variable amount of peroxide that 
removes tough stains, bleaches the linen, and enhances its whiteness. 

(A). True 
(B). False 

Ques�on 3. Most metal surfaces get tarnished, scratched or rusted unless treated or protected. 
This is because most metals are plated with precious metals, usually silver.  

(A). True 
(B). False  
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Notes 
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Scan the QR Codes to Watch the related Videos

Cleaning of Different Surfaces Cleaning Agents
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https://youtu.be/d934AH9t74s
https://www.youtube.com/watch?v=1C42q3UL26o
https://youtu.be/d934AH9t74s
https://youtu.be/D2r6EW_VZLA?t=148
https://youtu.be/D2r6EW_VZLA?t=148
https://youtu.be/d934AH9t74s
https://youtu.be/D2r6EW_VZLA?t=148
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5. Prepare for Cleaning Activities
Unit 5.1 – Guest supplies

THC/N0208

NC  ET
कौशल गुणव�ा �ग�त



At the end of this module, the par�cipant will be able to: 

1. Explain guest supplies.
2. Discuss cleaning agents and equipment that are acceptable for cleaning opera�ons.
3. Describe the various types of keys and how to obtain them.
4. Emphasize the need to collect informa�on on the guest room's status/event prior to cleaning
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Unit 5.1 – Guest Supplies 

Unit Objec�v es 

At the end of this module, par�cipants will be able to: 

1. Explain guest supplies. 
2. Discuss appropriate cleaning agents and equipment for cleaning ac� vi� es 
3. Explain different types of keys and the procedure to collect them. 
4. Discuss the importance of collecting the details bout guest room status/event before cleaning.  

5.1.1 Guest supplies 

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presenta�on 
• Whiteboard, Marker, Duster, Projector and Laptop  
• Charts/flashcards 

Say 

• What is the meaning of “A�thi Devo Bhav.” 
• What if cleaning goes wrong? It will surely end up spoiling expensive materials and surfaces. 
• That means it is important that the correct cleaning procedures be followed using the correct 

cleaning agents. 

Notes for Facilita�on  

• Collect informa�o n on the latest cleaning agents and brands popular in hotels. 
• Collect some keys from a hotel to show students. 

Explain 

•  Ameni� es supplies for a guest room 
- Free beverages 
- Coffee maker 
- Sta�onar y 
- Chocolates 
- Bathrobes 
- Free snacks etc 
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Guest essen�als - Guest essen�als are all of the supplies and ameni�es  that guests may need during 
their stay that they can't necessarily bring with them while travelling 

• Guest expendables – which can be used up or taken away at the �m e of leaving the room, like 
dry bags, plas�c  u�lit y bags, sta�onary matches, disposable slippers etc 

• Guest loan items – Items provided only when requested by the guest, like hea�ng  pads, 
steamers, alarm clocks etc. 

5.1.2 Keys and Keys Control  

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presentation 
• Whiteboard, Marker, Duster, Projector and Laptop  
• Charts/flashcards 

 

Say 

• Do you remember the key rack at the recep�o n of hotels?  
• Though nowadays, star hotels have electronic keys, and tradi� onal keys are seen only in a 

specific category of hotels. 
• Guests o� en take keys home, so now you will find that the keys are mostly very big and heavy 

and made of brass. 

Elaborate 

The control of guestroom keys is one of the cornerstones of hotel security that guests have a right to 
expect under common law. 

• Types of keys – Master key, guest keys, floor master key, emergency key etc  
• Custody of keys - These are the measures to be taken while the key is with a guest or 

employee after being issued as per the correct procedure.  
 

Fig 5.1.1 Guest essen�als in a guest room 
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• Loss of keys  - If a sec�on  master key is lost under circumstances that may result in a guest
being at risk, the en�r e sec�on should be re-keyed. Suppose a master key or grand master key
is lost under any circumstance. In that case, the general manager must immediately report it
to the owner or the corporate office.

• Changing locks and keys – Explain with the help of Fig 5.1.1 Key Control Log and Fig 5.1.2 Key
Control Register and Inventory in the par�cipant han dbook

5.1.3 Guest Room Inspec� on Before Cleaning 

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presenta�on
• Whiteboard, Marker, Duster, Projector and Laptop
• Charts/flashcards

Say 

• When guests enter the room after check-in, he invariably inspects the room and ensures that
everything is as expected.

• Some guests have a habit of finding faults and trying to get an upgrada�on in the room at the
same tariff.

• Hotels upgrade them if there are empty rooms, just to save the bad reviews.

Fig 5.1.2 Different type of hotel keys 
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Elaborate  

• Guest room inspection before cleaning 
• Cleaning and maintenance  
•  With the help of the inspec�o n checklist Table 5.1.1 Inspec�o n Checklist  in the par�cip ant 

handbook 

5.1.4 Taski Cleaning Agents 

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presenta�on 
• Whiteboard, Marker, Duster, Projector and Laptop  
• Charts/flashcards 

Say 

• There are various local and interna�onal brands of cleaning agents 
• Hotels mostly use pocket-friendly products. 
• TASKI is a popular cleaning agent brand.  

Explain  

• TASKI product range like R1, R2, R3, R4, R5, R6, R7 etc  with the help of Table 5.1.2 TASKI 
product List in the par�cip ant handbook 

Do 

•  Show videos of product demonstra�ons to par� cipants. 

Ac� vity 

•  Show pictures of TASKI products and ask students to iden�f y and explain each. 

5.1.5 Standard Bed Sizes in a Hotel 

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presenta�on 
• Whiteboard, Marker, Duster, Pro jector and Laptop 
• Charts/flashcards 
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Do 

• Start the class by showing slides on various room types of hotels like Standard room s, deluxe 
rooms, super deluxe rooms, suites etc. 

• Ask students to iden�f y the difference. 
• See if they observe the sizes of beds. 

Elaborate 

• There is no thumb rule on bed sizes for the hotel industry, but the start hotels follow similar 
sizes and standards. 

• There are some common types and sizes of beds in a hotel with the help of Table 5.1.3 
Different bed sizes and Table 5.1.4 Bed size chart in the par�cip ant handbook 

• Size of linens and clothes used in the hotel industry with the help of Table 5.1.5 Bed Items, Fig 
5.1.2 Different Towel Sizes  and Fig 5.1.3 Bed Making Steps in the par�cipan t handbook 

Preparing for bed making 

1. Take away dirty bed linen from the bed. 
2. Check the ma�r ess or the ma�ress topper/protector for any dirt, stains, or damage. Remove 

and replace the ma�r ess cover if needs be, straighten it out on the bed and check/secure the 
connec� on points. 

3. Check your bed linen and make sure you have the correct size and matching pillowcases to fit 
the bed. 

4. Make sure there are no stains or rips in the new bed linen.  
5. Check around and underneath the bed for any dirt or poten�al chips/breakage, and report 

where needs are. 
6. How to make the bed refer to 5.1.5 Standard Bed Sizes in a Hotel in the par�cip ant handbook 

for bed-making steps. 

5.1.6 Types of linen Used in Housekeeping in a Hotel  

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presenta�on 
• Whiteboard, Marker, Duster, Projector and Laptop  
• Charts/flashcards 

Ask 

• Do you know how many linen items there are in a standard hotel room? 
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Explain 

• Bed Sheets 
• Pillow and Pillow Cases 
• Blanket 
• Duvets and Quilts 
• Ma�r ess Protector 
• Bath Linen in Hotel 
• Bath Sheets 
• Face Towels 
• Bath Towels 
• Hand Towels 
• Wash Cloths 
• Bath mats 
• Food n Beverage Linen 
• Table Linen in Hotel 
• Table Cloth 
• Napkins  
• Slip Cloth 
• Underlays  
• Skirts/Frills/Runners 
• Waiter’s Cloth  
• Curtains 

Summarize 

•  Size of linens and clothes used in the hotel industry. 
•  Standard beds and bed sizes. 
•  Process of Bed Making for Guest. 
•  Types of keys in a hotel 
•  Guest ameni� es, supplies and expendables. 
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Exercise  

Select the best alterna�ve from the given op�ons (MCQs) 

Ques�on 1. Which of the following will Taski agent be used to clean all floors and walls? 

(A). Taski R2 

(B). Taski R3 
(C). Taski R4 
(D). Taski R5 

Ques�on 2. Which of the following statements says otherwise concerning the "VIP room 
inspec�o n"? 

(A). Although a supervisory task, this is a supervisor's obliga�on 

(B). The assistant housekeeper or execu� ve housekeeper inspects VIP rooms daily 
(C). To ensure thorough cleaning, all of the items on the checklist are checked  
(D). White ragging is done on a random surface, and there should be no foul odours 

or wetness in the room 

Ques�on 3. Which of the following represents the dimensions of a king-sized bed in terms of 
"length X width"? 

(A). 90W x 190L cm 
(B). 20W x 190L cm 
(C). 135W x 190L cm 
(D). 198W x 203L cm 

Ques�on 4. _________ brush is used to clean fabric lamp shade. 

(A). Feather brush 

(B). Nylon brush 
(C). Hard brush 
(D). All of the above 

Ques�on 5. Items expected to be used up or taken by the guest are some�mes supplied by 
organiza�ons other than the housekeeping department. They are known as which of 
the following? 

(A). Guest expendables 

(B). Guest ameni� es 
(C). Guest essen�als  
(D). Guest loan items 

Ques�on 6. Which kind of brush should be used to clean a wooden table? 

(A). Steel wire brush 
(B). Feather brush 

(C). Both a and b 
(D). None of the above 
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Ques�on 1. _________ is used to clean the brass statue. 

(A). Brasso 

(B). Furniture oil 
(C). Both a and b 
(D). None of the above 

Ques�on 2. Which among the given op�o ns is not included in guest amenities? 

(A). Free in-room beverages  
(B). Clothes sachets  
(C). Coffeemaker 
(D). Clothes 

True-false type ques�ons 

Ques�on 1. Whenever a new key is made or a new lock is fi�ed, c ertain precau�o ns are 
necessary  

I. A record must be kept of how many keys are made for each room, and they are 
made 

II. A log must be kept of all locks change and re-key 
(A). Both statements are True 

(B). Both statements are False 

Ques�on 2. The primary func�on of the Housekeeping department is the cleaning and daily 
maintenance of the areas under its supervision rou�ne s. 

(A). True 

(B). False 
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Scan the QR Codes to Watch the related Videos

Taski R-Series Chemicals (R1 to R9)
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6. Perform Cleaning Operations
in the Guests' Room

Unit 6.1 – Clean and polish different surfaces in the guest room

THC/N0208

NC  ET
कौशल गुणव�ा �ग�त



 

At the end of this module, par�cipants will be able to: 

1. Explain the types of rooms 
2. Differen�a te between guest supplies and ameni� es 
3. Iden�f y different room layouts, standard arrangement s of furniture, and other ar�cle s in 

guest rooms. 
4. Iden�f y different housekeeping signages 
5. List equipment and appliances available in the guest room 
6. Explain the importance of ven�la �o n in a guest room 
7. Discuss the correct sequence of room cleaning ac� vity 
8. Explain specific methods of cleaning spillage 
9. Elaborate on various cleaning and maintenance methods for different types of room surfaces. 
10. Explain the importance of inspec�ng  the assigned areas to be cleaned. 
11. Explain the significance of replenishing the guest supplies and other items. 
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Unit 6.1: Clean and Polish Different Surfaces in the Guest 
Room 

 Unit Objec�v es

 
At the end of this module, par�cipants will be able to: 

1. Explain the types of rooms 
2. Differen�a te between guest supplies and ameni� es 
3. Iden�f y different room layouts, standard ar rangements of furniture, and other ar�cle s in 

guest rooms. 
4. Iden�f y different housekeeping signages 
5. List equipment and appliances available in the guest room 
6. Explain the importance of ven�la �o n in a guest room 
7. Discuss the correct sequence of room cleaning ac� vity 
8. Explain specific methods of cleaning spillage 
9. Elaborate on various cleaning and maintenance methods for different types of room surfaces. 
10. Explain the importance of inspec�ng  the assigned areas to be cleaned. 
11. Explain the significance of replenishing the guest supplies and other items. 

6.1.1 Types of Rooms in a Hotel  

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presenta�on 
• Whiteboard, Marker, Duster, Projector and Laptop  
• Charts / PPE, if required 

Say 

• A guest has a different choice of rooms depending on many factors like budget, occasion, need 
etc 

• Every hotel tries to accommodate all types to cater to all guests. 

Elaborate 

Types of rooms in a hotel 

1. Adjoining room 
2. Adjacent room 
3. Cabana 
4. Duplex 
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5. Efficiency room 
6. Double room 
7. Double-double room 
8. Hollywood twin room 
9. Hospitality rooms 
10. Rooms that are joined by a door 
11. King room 

Types of hotel rooms based on room layout 

Rooms can also be categorised based on the way they are arranged and the facili�es on offer 

• Studio Room  
• Duplex 
• Deluxe Room 
• Adjoining Room 
• Apartment-Style Room 
• Suite 
• Junior Suite 
• Presiden�al Su ite 

6.1.2 Layout of Guest Room  

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presenta�on 
• Whiteboard, Marker, Duster, Projector and Laptop  
• Charts / PPE, if required 

Ask 

• What furniture items are normally kept in a hotel room? 
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• With the online facility, guests can glance at a hotel and see every detail of the layout

Elaborate 

• Major furniture in a typical hotel guest room is a bed, wardrobe, luggage rack, wri�n g desk
and chair, shoe rack, coffee table etc. The bathroom consists of WC, showers, vanity dressing,
faucets, towel rack etc. The layout of furniture changes from room to room, as well as the
type of room.

• More luxurious rooms may have extra personalised services like a lounge, dining table, wri�n g
desk, bar, and pantry/kitchenette. Bathroom of a luxurious room may have a bathtub, concave
mirror, hair dryer, jacuzzi etc

Notes for Facilita�on 

• Collect informa�o n on the latest procedures followed in housekeeping.
• Collect room supplies material
• Show videos and brochures of various brands for room supplies and ameni�es.
• Take them on a tour of hotel rooms

Summarise 

• Explain the importance of cleaning guest rooms and other areas.
• Importance of proper ven�lation in a guest room
• Explain about
• Explain Dirty Dozens
• Describe the Standard Opera�ng  Procedure for Cleaning of toilet facility.
• Explain the process of Clean and preparing rooms for incoming guests.
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6.1.3 Proper Ven�l a�on  in Rooms 

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presenta�on 
• Whiteboard, Marker, Duster, Projector and Laptop  
• Charts / PPE, if required 

Ask 

• How do you know when there is poor ven�la� on in a room? 
• Have you ever heard of the air cycle? How does it calculate? 

Explain 

• Air quality – It is the exchange of fresh and stale air. It is calculated in air cycles. On average , 
a room is comfortable with a minimum of 20 air cycles per hour. 

• Fresh air inlet – To maintain good ven�la �o n, a fresh air inlet is a must. It can be windows or 
ven�lat ors. 

• A good exhaust system also helps to have good ven�l a�on.  

6.1.4 Cleaning Bathroom Tiles, Mirrors, Shower Curtain, 
Bathtub, and Sink and Vanity Area 

Resources to be Used 

• Par�cip ant Handbook or PowerPoint Presenta�on 
• Whiteboard, Marker, Duster, Projector and Laptop  
• Charts / PPE, if required 

Say 

• Guest expects a spotlessly clean and hygienic bathroom. 
• Most of the guests first check the bathroom before se�ling in to the room 
• Guests o�en reject the room because they are unsa�s fied with the bathroom. 
• Let's understand what cleaning procedures are followed by housekeeping  

Elaborate 

• Cleaning �les – Cleaning solu�ons, sc rubbing to remove hard dirt, drying 
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• Cleaning mirrors – Precautions and care to be taken while cleaning, use of the right type of 
solu� ons and cloth 

• Cleaning of drain – Use of solu�ons,  scrubbing, and water pressure jet can be used 
• Shower curtain cleaning – Scrubbing with care, remove all stains, wipe dry 
• Cleaning sink and vanity area – Cleaning in corners, remove all bo�l es and accessories before 

cleaning 
• Washing ashtray, waste baskets, wash basin  
• Cleaning surface area and chrome 

The most commonly neglected areas in the guestrooms – Some areas get neglected.  

Dirty Dozen areas -  

1. The bed and the nightstand area are where food par�cles, dirt, and debris may accumulate 
since the bedspread usually hides this area. 

2. The interiors of drawers and wardrobes, where dust may accumulate in the crevices.  
3. The surface below the lamps and other accessories is kept on the table, where dust 
4. accumulates because they tend to be overlooked. 
5. The tops of picture frames hung on walls gather dust as they are not easily visible.  
6. The top edges and backs of doors, if not cleaned regularly, may collect much dust.  
7. The diffuser grilles of radiators or air-condi� oners can collect stubborn dirt. 
8. Ceilings, which may show cobwebs if not a�ended to daily. 
9. The carpet area behind free-standing furniture is near but not against the wall, such as a 

credenza standing to one side. 
10. Pillows and pillowcases should have a fresh smell and be free of wrinkles or stray hairs. 
11. The general odour of the room is o�en overlooked. The room should have a fresh smell.  
12. The �led  area next to the shower collects grime and shows watermarks if not a�ended daily.  
13. The area behind the toilet bowl, including pipes, cisterns and the toilet-rolls receptacles, all 

provide surfaces and nooks where dirt se�les.  
14. The area under the vanity unit and towel racks is hard to reach and may accumulate dust and 

debris. 
15. The �le s behind the vanity unit also quickly get watermarks and soap marks. 
16. The faucet filters may be stained brown due to dirt collec�ng  in them. 
17. The air vents in the toilet, which are hard to reach and neglected during rou�ne  cleaning, may 

collect stubborn grime and dust. 
18. The baseboards in the guest bedroom and the bathroom accumulate dust. 

6.1.5 Cleaning Methods 

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  
•  Charts / PPE, if required 

Say 

•  Cleaning is the main ac� vity of the housekeeping department. 
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•  The main focus is the use of correct cleaning agents following correct procedures. 

Elaborate 

•  Manual cleaning 
•  Mechanical cleaning 
•  Cleaning frequency 
•  Organiza�o n of cleaning 
•  Policies for easy cleaning 
•  Replenishing supplies 
•  Removal of common stains with the help of Table 6.1.3 Common stains and their removal in 

the Par�cip ant Handbook 

Ac� vity 

•  Divide the class into 2 groups. 
•  Ask each group to create a list of guest room supplies 
•  Hand over the various towels and ask them to iden�f y 

Summarize 

•  Summarize cleaning bathroom �les , mirrors, shower curtain, bathtub, sink and vanity area. 
•  Summarize the Standard Opera�ng  Procedure for Cleaning of toilet facility. 
•  Summarize the process of Clean and preparing rooms for incoming guests. 
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Exercise  

Select the best op�on from the given alterna�ves (MCQs) 

Ques�on 1. How many rooms does a duplex have? 

(A). 2 

(B). 4 
(C). 1 
(D). 3 

Ques�on 2. The simplest kind of hotel room could have the following ameni� es: 

(A). Wardrobe 
(B). Minibar 
(C). Bedboard 

(D). All of the above 

Ques�on 3. What should be avoided while cleaning a mirror?  

(A). Damp sponge 

(B). Water 
(C). Glass cleaner 
(D). Floor cleaner 

Ques�on 4. For which of the following stains does he/she apply glycerine and methylated spirit 
to so� en and remove the stain? 

(A). Lips�ck 

(B). Ballpoint Ink 
(C). Candle wax 
(D). Chewing gum 

Ques�on 5. Which of the following stain needs the same treatment as bloodstain? 

(A). Chocolate 

(B). Ballpoint Ink 
(C). Dry Ink 
(D). Curry 

Ques�on 6. Which of the following stain needs rubbing of French chalk on the stain and brushing 
off? Repea�n g the process if needed? 

(A). Ghee, Oil 

(B). Grass 
(C). Grease 
(D). Egg 
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Ques�on 7. In which type of cleaning does the Guest Service Associate (Housekeeping) move 
from room to room assigned to him, performing the same task? 

(A). Block cleaning 

(B). Team cleaning 
(C). Tradi�onal cleaning 
(D). None of the above 

Ques�on 8. ___________ is used to sweep the floor.  

(A). So�-bristled broom 

(B). Toilet brush 
(C). Hard bristle broom 
(D). Hand brush 

Ques�on 9. ___________ is used to clean the windows. 

(E). Dry mop 
(A). Hand brush 
(B). Squeegee 

(C). Swabs 

Ques�on 10. ___________ mops are used for the removal of light soiling from the floor or for the 
applica�on of polish. 

(A). Damp 
(B). Tradi�onal  
(C). Disposable dry 
(D). Polish Applicator 
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Scan the QR Codes to Watch the related Videos

Cleaning Public Areas
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7. Carry out the Cleaning Activities
in the Guests' Bathroom 

THC/N0208

Unit 7.1 –Replenish, replace and refill the toiletries and other supplies

NC  ET
कौशल गुणव�ा �ग�त



At the end of this module, the par�cipant will be able to: 

1. List the equipment, appliances, and fi� ngs available in the guest bathroom
2. Discuss the importance and step-by-step procedure to clean and disinfect the guest bathroom
3. Describe the significance of replenishing the toiletries and other supplies in the guest

bathroom
4. Explain the importance of examining the plug holes, waste outlets and drain as per the SOP
5. Explain specific methods of cleaning bathroom doors and fixtures
6. Discuss the importance of proper cleaning documenta�on and �mely repor�n g of the

damages, if any.
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Unit 7.1: Replenish, Replace and Refill the Toiletries and Other 
Supplies 

Unit Objec�v es 

At the end of this module, par�cipants will be able to: 

1. List the equipment, appliances, and fi� ngs available in the guest bathroom 
2. Describe the importance and step-by-step procedure to clean and disinfect the guest 

bathroom 
3. Describe the significance of replenishing the toiletries and other supplies in the guest 

bathroom 
4. Describe the importance of examining the plug holes, waste outlets and drain as per the SOP 
5. Discuss the  specific methods of cleaning bathroom doors and fixtures 
6. Elaborate on the importance of proper documenta�on of cleaning and �m ely repor�n g of the 

damages, if any 

7.1.1 Replenish, Replace and Refill the Toiletries and Other 
Supplies 

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector  and Laptop 
•  Charts / PPE, if required 

Say 

•  Are you aware that guests can use bathroom accessories or take them along? 
•  They are to be replenished daily. 

Notes for Facilita�on  

•  Encourage par�cipan ts to work meticulously. 
•  Make par�cipan ts understand guest psychology 
•  Collect guest room ameni� es and show them to par�c ipants 

Explain 

•  Restocking of bathroom supplies –  
✓ Replenishing supplies every day 
✓ A�en�on to each detail  
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✓ Not to replenish soap unless it is half the size 
•  Replacement of toilet paper – Following the proper steps of replacement, the toilet roll should 

be replaced when it is less than half.  
•  List of sample supplies in the guest room bathroom – Shampoo, body lo� on, body wash, 

condi�on er, toothbrush kit, sewing kit etc  
•  Explain using a checklist and replenishing procedure for toiletries and other supplies. 
•  Preparing bathroom for cleaning – Collect dirty linen, collect used supplies, check equipment 

for any faults, check fixtures, check shower curtain etc 

Steps to Clean Toilet 

Step 1. Flush toilet to wet sides 
Step 2. Pour cleanser, leave to work 
Step 3. Use a brush to clean 
Step 4. Wash lid and seat and dry 
Step 5. Place a hygiene strip over the closed lid 

•  Waste bins should be cleaned and dried. Put the liner and close it properly. 

•  Final check of the bathroom – Looks clean and �d y, all items replenished, toilet roll folded 
properly, all appliances working, and all surfaces are dry.  

7.1.2 Cleaning of a Bathroom/Public Restroom 

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and La ptop 
•  Charts / PPE, if required 

Say 

•  A spotless bathroom is what every guest expects during his stay. 
•  Public areas need special �mely a�en �on to see that it  is always clean. 
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7.1.2.1 Steps to Clean Guest Bathroom 

Elaborate 

•  Preparing bathroom for cleaning – Collec�ng used towels and napkins, throwing used soaps, 
and removing all toiletries from the counter.  

•  Step-by-step cleaning toilet seat procedure 
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STEP 1: Enter the bathroom. 
Open the windows, turn on the fan 
& lights. Check the func�oning 
of electrical and sanitary fi�ngs.

STEP 2: Make a note of the 
maintenance works required.
Report the same immediately 
to the maintenance.

STEP 3: Empty and disinfect 
the bin. Replace the trash bag.

STEP 4: Clean the W/C and urinal 
using toilet cleaner and a toilet brush. 
Clean the walls near W/C and urinal. 

STEP 5: Clean the bath tub 
and shower using disinfectant
and a scrubbing brush. 

STEP 6: Clean the walls and 
par��on near the ba th tub 
or shower area with sponge.

STEP 7: Clean wash basin, fixtures 
and counter top with disinfectant 
cleaner and a sponge. 

STEP 8: Clean the mirror 
with glass cleaner and 
wipes or micro fiber cloth.

STEP 9: Clean the remaining 
walls with disinfectant, 
scrubbing brush and sponge. 

STEP 10: Clean wall/ceiling 
lights, switchboards, drain 
grills, soap dispensers, etc.   

STEP 11:Restock /replenish 
toilet paper, �ssues, paper 
towels, etc. 

STEP 12: Place tools, 
equipment, supplies, 
garbage, etc., near the door.  

STEP 13: Sweep the floor 
thoroughly.

STEP 14: Wet mop the floor. 
Turn off the lights and fan. 

STEP 15: Give a final check 
& Close the door



 

7.1.3 Cleaning Plughole and Drains 

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  
•  Charts / PPE, if required 

Say 

•  Maintenance is the key to the longer life of every structure. Guest will create a big issue if any 
of the appliances are not working, whether he is using them or not. 

•  Timely service is the success of ge�ng happy customers. 

Explain 

•  Clogged drains are a common problem in hotels, and guest always has this fear in mind. 
•  Regular servicing and maintenance of all correc�o ns in the bathroom and drainages is a must. 
•  Cleaning shower doors – Shower doors are frequently stained from water slashing over them. 

With the use of cleaning agents like water, vinegar, fresh lime juice, dishwashing liquid, 
rubbing alcohol etc., and the applica�on  of cleaning correct cleaning methods, shower doors 
can be maintained.  

•  Equipment & tools – Window squeegee, spray bo�le,  sponge, toothbrush 
•  Material – Water, dis�lled  white vinegar, lemon juice, ammonia, rubbing alcohol hydrogen 

peroxide, dishwashing liquid, dishwasher rinsing agent, windshield rain repellent 
 

7.1.4 Cleaning Bathroom Doors and Fixtures 

Resources to be Used 

•  Participant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  
•  Charts / PPE, if required 

Say 

•  Bathroom doors o�en get dirty, and maintenance is a must to use them longer.  
•  Fixtures and taps often rust and get deposits from hard water especially. 
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Elaborate 

•  Doors – Twice daily, use cleaning agents, avoid damage to door material, use dish soap and 
water  

✓ Glass doors should be cleaned at least twice daily using commercial glass cleaner or a 
solu�on of vinegar and fresh lime.  

✓ Wooden door frames should be cleaned with a damp cloth, carefully not leaving any 
dampness on the door.  

✓ Door knobs should be cleaned and polished  
•  Fixtures cleaning – Check and maintain with the assistance of the maintenance department; 

precau�ons  to be taken  
•  Avoid damage by using gentle products – Many surfaces in hotels are delicate. They become 

damaged if harsh cleaning agents and methods are used on them.  
•  Dish soap and water can be used at many places in bathroom fixture cleaning. 
•  Vinegar solu�on helps retain shining and removes bad odour.  

7.1.5 Damage/Breakage Register 

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  
•  Charts / PPE, if required 

Say 

•  Damages, if not reported in � me, bring embarrassment to the company. 
•  There should be a system in place to report damages as well as there should be a system 

a�ending the reports. 

Elaborate  

•  Immediate repor�n g to the concerned person 
•  Entry in the register, including details 
•  Refer register every � me damages are reported. 

 

Table 7.1.1 Damage/Breakage Register 
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Notes for Facilita�on 

• Collect various checklists and inspec� on lists from hotels
• Show videos on cleaning guest room toilets and other related.

Ac� vity 

• Divide the class into small groups
• Give each of them preparing a presenta�on on cleaning of bathroom, preparing a checklist for

preparing for cleaning and a final checklist before leaving the cleaned-up bathroom.

Summarize 

• Replenishing, replacing and refilling the toiletries and other supplies.
• Process of stocking a cleaning cart.
• Tips & tricks for clean hotel rooms.
• Cleaning of bathrooms of guest rooms and public places in a hotel.
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Exercise  

Select the best alterna�ve from the given op�ons (MCQs) 

Ques�on 1. Which of the following is not a relevant technique to be followed while cleaning the 
different surface areas in the hotel? 

(A). Use the cleaning method that is least harmful to the surface 
(B). While wet cleaning an area or polishing the floor, the cleaner should walk 

forward while cleaning in front of him 

(C). Sweeping should be done before dus�ng  and dus�ng before suc� on cleaning  
(D). Use of the suc� on/vacuum cleaning should not be preferred over sweeping 

wherever possible 

Ques�on 2. Which of the following statement says otherwise concerning "waste bins should be 
cleaned appropriately by"? 

(A). Untying the bin liner around the rubbish or emptying the bin directly into the 
waste bag on the trolley 

(B). Spraying bin with any mul�-purpose cleaner, inside and out 

(C). Cleaning with the appropriate cloth 
(D). Fi�n g a new bin liner in the manner approved by the establishment 

Ques�on 3. What is the equipment required to clean the W/C and urinal? 

(A). Toilet Scrub 
(B). Toilet Cleaner 
(C). Sponge 
(D). All of the above 

Ques�on 4. To clean the �le s on the wall, a Housekeeping A�end ant should:  

(A). Scrub the �les with a cleaning solu�on 

(B). Rinse and dry �les  a�er scrubbing 
(C). None of the above 
(D). All of the above 

Ques�on 5. To clean the floor, he/she should:  

(A). Mop the floor 
(B). Sweep the floor 
(C). Scrub over the stains 
(D). All of the above 

Ques�on 6. What should he/she do before star�ng  a cleaning task? 

(A). Chat with friends 
(B). Leave for your home 
(C). Have tea and snacks 
(D). Organise and assemble supply caddies 
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Ques�on 7. What should he/she do a�er comple�n g a cleaning task? 

(A). Wash your hands 
(B). Remove warning signs 

(C). Gossip with co-worker 
(D). A and C 

Ques�on 8. Stains on the �l ed floor should be removed with the help of which of the following 
brush? 

(A). Feather 
(B). Scrubber 

(C). Floor squeegee 
(D). None of the above 

True-false type ques�ons 

Ques�on 1. During cleaning, replace the water frequently, as dirty water may not be effec� ve 
for cleaning. In every batch of clean water, mix the  cleaning solu�on and do the 
mopping. 

(A). True 

(B). False 

Ques�on 2. Collect all the cleaning tools, balance supplies, etc. and keep them near the 
entry/exit of the washroom while he/she prepares for wet mopping the floor 
surface. 

(A). True 

(B). False 
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Notes 

__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
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__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________ 
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________

Scan the QR Codes to Watch the related Videos

Guest supplies in hotel room; guest ameni�es
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8. Perform Cleaning Operations in the
Common Area and Elevators

THC/N0208

Unit 8.1 –Activities involved in cleaning the elevator and other common areas

NC  ET
कौशल गुणव�ा �ग�त



At the end of this module, the par�cipant will be able to: 

1. Understand the Ac� vi�es  involved in cleaning the elevator and other common areas
2. Prac�c e the appropriate templates and formats for repor�n g and documenta�on
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Key Learning Outcomes 



 

Unit 8.1: Ac� vi�es Involved in Cleaning the Elevator and Other 
Common Areas 

Unit Objec�v es 

At the end of this module, par�cipants will be able to: 

1. Discuss the working procedure of an elevator 
2. Explain the importance of taking the elevator on-off service mode before cleaning 
3. Elaborate on various cleaning solu�o ns and methods used to clean the elevator and the 

common areas like the lobby, front office area, dining area, etc. 
4. Discuss the importance of repor�n g any loose or ripped carpe�ng  in the elevator 
5. List the checklists to be filled to record the status of work 
6. Describe the types of records and reports required to be present in front of the 

supervisor/relevant authority 

8.1.1 Ac� vi�es Involved in Cleaning the Elevator and Another 
Common Area  

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  
•  Charts / PPE, if required 

Say 

•  Common public areas, like the front office and lobby, and spotless and give the first 
impression. Guest judge the hotel standard from the impression he gets.  

•  Guests like to use well-maintained li�s . 

Explain 

•  Explain about ac� vi�es  involved in cleaning the elevator.  
•  Explain the process of Cleaning the Front office / Lobby Area. 
•  Explain the process of Cleaning the Restaurant / Dining Area. 
•  Explain the process of Mini Fridge / Mini Bar Cleaning and defros�ng . 
•  Explain different formats and checklists used for cleaning and maintenance – 

Guest room cleaning checklist, weekly cleaning template, daily assignment sheet for 
housekeeping, room occupancy/room status report. 
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Elaborate 

•  Types of lifts in a hotel – hydraulic passenger li� s, service li�s  and cleaning elevators 
•  Cleaning procedure for elevators –  

- Daily cleaning 
- Put up signage 
- Keep the door open at the �m e of cleaning 
- Wipe ceiling and side panels 
- Use a dry cloth for polishing  
- Elevator door and channel cleaning 

•  Cleaning lobby/front office area 
- Cleaning ashtrays – Remove the ash, clean and wipe 
- Trash bins – Empty the trash, wipe and dry, put fresh liner, and wipe from outside. 
- Clean and disinfect telephones and kiosk screens – Spray disinfectant on a dry cloth, wipe 

instruments and screens 
- Clean stairway handrails – These can often be sani�s ed because many guests and staff 

frequently use them. 
- Clean glass surfaces and windows – Glass surfaces can be cleaned with soap, water, or 

glass cleaners using a so� c loth and a wiper.  
•  Carpet and furniture upholstery vacuuming 
•  Mop and sweep lobby floor using cleaning solu�ons,  scrubbers etc 
•  Cleaning restaurant and dining area 
•  Floor corridor cleaning 
•  Mini fridge and mini bar defros�ng  

Ac� vity 

•  Distribute the various areas of the hotel among the par�cipan ts 
•  Let them prepare a cleaning SOP for each 

8.1.2 Appropriate Templates And Formats for Repor� ng and 
Documenta�on 

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  
•  Charts / PPE, if required 

Say 

Crea�ng  records and documents for the various hotel procedures is important for monitoring and 
supervising.  
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Elaborate 

•  Housekeeping daily rou�ne  task checklist 
✓ Guest bedroom cleanliness, like dus�ng  high places or hard-to-reach areas, 
✓  Cleaning window glasses and draperies, cleaning walls, carpets and doors,  
✓ Cleaning TV and other electronics, cleaning light shades and fire exit maps, cleaning 

furniture, cleaning the bathroom. 
✓ Bedroom ma�r esses and bedspread change 

•  Room occupancy and status report – This helps the housekeeping department prepare the 
rooms according to the requirement. This report is generated by the front office and recep�on  
department 

•  Hotel rules and regula�ons – These are wri�en agreement between the organisa�o n a nd 
guests, which is normally on the registra�on document at the � me of check-in 

•  Hotel rules and management policies -  Tariff, se�lement of bills, organisa�o n’s lien on guest's 
luggage and belongings, check-in, departure, luggage storage, guest belongings, pets, 
hazardous goods, property damage, management’s rights, the rela�on ship between 
management and guests, government rules and regula�o ns, applica�on of laws, photographs 
and videos. 
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Fig 8.1.1 Hotel Room cleaning and maintenance checklist 
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Fig 8.1.2 Weekly Cleaning Template 
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Fig 8.1.3 Hotel Guest Room Cleaning Checklist 
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Fig 8.1.4 GSA (Housekeeping) daily assignment sheet 
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Room No. Room Type 09:00 am Remarks 02:00 pm Remarks TDS/P.M.

101 000
102 000
103 000
104 DBL
105 DBL
106 000
107 000
108 DBL
109 DBL
110 DBL VD
201 DBL
202 DBL
203 DBL
204 DBL
205 DBL
206 DBL
207 TWN
208 DBL
209 TWN
210 DBL
211 TWN
212 DBL
213 DBL
214 DBL
215 DBL
216 DBL
301 TWN
302 DBL
303 DBL
304 DBL
305 DBL
306 DBL
307 DBL
308 DBL
309 DBL OOO
310 DBL

VI – Vacant for Inspec�on  VC – Vacant Clean  RT – Room Transfer 
OD – Occupied Dirty   VD – Vacant Dirty  SR – Showroom
NCI – Newly Check-in Guest  OC – Occupied Clean  OS – Out of Service 
DND – Do Not Disturb   P – Sleep-Out  
OOO – Out of Order   RS – Refuse Service  

Fig 8.1.5 Room Occupancy/Status Report



 

  

Fig 8.1.6 Hotel Maintenance Request 
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Summarise 

•  Formats and checklists for housekeeping, maintenance, and front office  

8.1.3 Chambermaid trolley and Maid’s Cart se�ng  

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  
•  Charts / PPE, if required 

Say 

•  You must have seen the chambermaid’s trolley during your stay in a hotel  
•  It’s a big trolley which carries required items and supplies needed in rooms 

Elaborate 

•  Maid’s cart is like a huge toolbox. 
•  Chambermaids or housekeeping staff need to be well-versed with the items and how to load 

and stack the trolley 
•  It has shelves that are very methodically created  
•  List of items to be kept on the trolley – Towels, napkins, shampoo, toothbrush kit, shaving kit, 

toilet roles, show shine etc  
•  Stack in proper shelves 
•  The cart should be lightweight, easy to roll 
•  Well organize cart 
•  Bag for collec� ng dirty linen 

8.1.4 Pest Control Ac�vity in A Hot el  

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop 
•  Charts / PPE, if required 
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Say 

•  Guests o�en get annoyed and complain about cockroaches, mosquitoes, or even rats in the 
room. 

•  Because the windows of the room are not opened, there is a tendency for dampness and 
favourable condi�ons f or pest infesta�on. 

•  Pest control is a must ac� vity for every hotel 

Elaborate 

Pest control is a very important ac�vi ty of a hotel, and the housekeeping department needs to be in 
coordina�o n to clean post-pest control ac�v ity 

•  Purpose of pest control – It is a preven�ve and correc�ve ac�o n needed to eliminate pest  
•  Procedure - The pest control agency uses different methods for pest control. Supervisors of 

the housekeeping department monitor the pest ac�v ity regularly and ensure the absence of 
pests in all areas. 

•  Monitoring pest ac� vity – Visual monitoring conducted by supervisors for pest ac�vit y or any 
symptoms like excreta, nibbling marks, scratches etc  

•  Types of pests – Cockroaches, ants, rats, birds, lizards etc 
•  Conduc�ng  pest control – Scheduled pest control depending on the organiza�o n's policy 
•  Cleaning post pest control procedures – Cleaning a�er the procedure is very important to 

avoid chemical contamina�on. 
•  Types of pest control services – Spraying, fumiga�on, baits, cages etc 
•  Areas in a hotel to be covered for pest control – All public areas, restaurants, kitchen, li� s, 

rooms, store rooms, drainages etc 
•  Pest control records and documents 
•  Laundry opera�on and flow chart –  

- Collec�ng soil ed linen 
- Transpor�n g soiled linen to laundry  
- Washing and dry cleaning 
- Drying and ironing 
- Folding and stacking in the linen room 

•  Lost and found procedure and register 
•  Linen management 

- Collec�ng soil ed linen 
- Transporta�on of soiled linen to laundry 
- Sor�ng  of linen and uniforms 
- Washing and dry cleaning 
- Drying and folding of linen 
- Lost and found procedures 
- Valuable items 
- Perishable items 
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Notes for Facilita�on 

•  Collect all formats used in cleaning, linen management and housekeeping ac�vi� es. 
•  Collect videos on all related ac�vi �es and show them in the classroom 
•  Take students to visit housekeeping departments in a hotel.  

Demonstra�on  

•  Conduct a demo on each ac�v ity of cleaning and housekeeping 

Team Ac�vit y  

•  Divide students into small groups 
•  Allot the ac�v i� es in linen management and cleaning areas. 
•  Ask the groups to prepare checklists and templates. 
•  Let students share their ac�vities in the class. 

Summary 

•  Summarize ac� vi� es involved in cleaning the elevator.  
•  Process of Cleaning Front office / Lobby Area. 
•  Process of Cleaning Restaurant / Dining Area.  
•  Process of Mini Fridge / Mini Bar Cleaning and defros�ng. 
•  Housekeeping Daily Rou�n e Tasks Check-list. 
•  Hotel Rules and Regula�ons. 
•  Chambermaid’s Trolley / Maids  Cart se�ng. 
•  Lost and found Procedures. 

  

Fig 8.1.7 Lost and found log 

Guest Service Associate
(Housekeeping)

130



 

Exercise  

Ques�on 1. The following items are mandatory and must be worn during each assignment. 

(A). Gloves 

(B). Goggles 
(C). Casual wear 
(D). Facial Masks 

Ques�on 2. Direc�o nal cleaning is the term used to describe the cleaning process to perform 
each cleaning. 

(A). True 

(B). False 

Ques�on 3. In commercial cleaning, the organisa�on r eplenishes the clients' paper products. 

(A). True 
(B). False 

Ques�on 4. If the toilet water does not drain, what does that indicate? 

(A). The drain is clogged 

(B). The drain is plagued 
(C). The drain is bagged 
(D). The drain is closed 

Ques�on 5. The opposite of the dirty in terms of cleanliness is which of the following? 

(A). Tidy 

(B). Messy 
(C). Li� ered 
(D). Soiled 

Ques�on 6. Which of the following are true concerning the housekeeping department? 

I. Check rooms and floors for safety concerns 
II. Ensure guest room and emergency doors are shut 
III. Close storerooms 
IV.  Par�cip ate in emergency and evacua�on procedures. 

(A). Only I & 2 
(B). Only 2 & 3 
(C). Only 2, 3 & 4 

(D). All, 1,2,3 & 4 

Ques�on 7. Which category items are kept for three months in safe custody a�er making 
necessary entries in the register? 

(A). Valuable items 

(B). Non-valuable items 
(C). Perishable Items 
(D). None of the above 
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Ques�on 8. What can two training methods staff undertake to improve their knowledge, skills 
and a�tude? 

I. Workshops 
II. Training sessions 
III. Qualifica�o ns and courses 
IV.  Mentoring programs 

(A). Only I & 2 

(B). Only 2 & 3 
(C). Only 2, 3 & 4 
(D). All, 1,2,3 & 4 

Ques�on 9. Which tool is used to remove dust and hair from the floors prior to mopping? 

(A). Broom 

(B). Vacuum 
(C). Swi� er 
(D). Scrubbing Machine  

Ques�on 10. Which of the following op� on suggests the laying of rat bait? 

(A). Roden�cide treatment 

(B). Insec�cid e treatment 
(C). Pes�cide treatment 
(D). Fumiga�o n 
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Notes 
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Scan the QR Codes to Watch the related Videos

How to clean an elevator Pest Control in Hotel
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9. Maintain Effective Communication
and Service Standard

THC/N9901

Unit 9.1 –Communicate effectively with guests, colleagues, and superiors
Unit 9.2 –Maintain professional etiquette
Unit 9.3 –Ways to show sensitisation towards different age groups, 

gender and persons with disabilities

NC  ET
कौशल गुणव�ा �ग�त



 

At the end of this module, the par�cipant will be able to: 

1. State the importance of workplace professionalism, decorum, and ethical behaviour.  
2. Illustrate the significance of keeping good hygiene and wearing the proper a�re.  
3. Describe the significance of good communica�on.  
4. Illustrate why guest sa�s fac�o n and feedback are so important.  
5. Outline the procedure and policy for construc� vely managing complaints and feedback.  
6. List several methods for improving the guest experience.  
7. Describe various methods for dealing with team members.  
8. Discuss several methods for providing feedback to team members.  
9. Explain why gender and age sensi� vity are essen�al.  
10. Discuss the guests’ exact gender and age requirements.  
11. Disseminate informa�o n on the unique requirements of people with disabili� es.  
12. Discuss the standard workplace policy for preven�n g sexual harassment.  
13. Discuss how essen�al gu ests’ comments are to be submi� ed on � me.   
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Unit 9.1: Communicate Effec�v ely With Guests, Colleagues, 
and Superiors 

Unit Objec� ves 

At the end of this module, the par�cipant will be able to: 

1. Discuss the importance and use of effec� ve communica�on  
2. Explain the importance of guest sa�s fac� on and guest feedback  
3. Outline the procedure of receiving feedback and complaints construc� vely  
4. Describe various ways to handle guest complaints  
5. Discuss different ways to improve the guest experience  

9.1.1 Effec� ve Communica�on - 

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  

Explain 

• Components of effec� ve communica�on 
• Effec� ve listening 
• Characteris�cs of a good and effec� ve listener  

Fig 9.1.1 Communica�on process 
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• Use of body language in communica�on  



 

 

 

Fig 9.1.2 Components of effec�ve communica�on 

Fig 9.1.3 Effec�ve listening key skills 

Fig 9.1.4 Effec�ve listening process 
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Do 

•  Start the session by asking ques�ons li ke: 
✓ Do you know about customer sa�s fac�on ? 

•  Explain the components of effec� ve communica�on.  
•  Discuss the significant part of the communica�on process, i.e., Listening to facial expression 
•  Describe the prac�c al listening skills. 
•  Define the characteris�cs  of a good and effec� ve listener.  
•  Reiterate on following points: 

✓ product (service) 
✓ price 
✓ place (distribu� on) 
✓ promo�on  
✓ people 
✓ physical evidence, and  
✓ process 

Notes for Facilita�on 

• The transmission of a message is not the 
same as the message itself. It is a two-way 
communica�on that begins with the 
receiver and ends with the sender. In 
business, communica�on must be 
successful. Therefore, management is all 
about communica�o n.  

• The primary func� ons of management 
(Planning, Organizing, Staffing, Direc�ng  
and Controlling) cannot be performed well 
without effec� ve communica�on.  

Fig 9.1.5 Ac�ve Listening elements 
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Ask 

•  What is the importance of effec�ve communica�on  

Summarise 

•  Summarise the importance of effec�v e communica�on 

9.1.2 Guest Sa�s fac� on  

Resources to be Used 

•  Par�cip ant Handbook or PowerPoint Presenta�on 
•  Whiteboard, Marker, Duster, Projector and Laptop  

Explain  

•  Seven P’s service industry and service gaps in this industry 

Product: In the case of services, the ‘product’ is intangible, heterogeneous and perishable. Moreover, 
its produc�on and consump�on are inseparable. Hence, there is scope for customising the offering 
per guest requirements and the actual guest encounter, therefore assuming par �cular significance. 
However, too much customisa�on would compromise the standard delivery of the service and 
adversely affect its quality. Hence par�cular care has to be taken in designing the service offering. 

People are a defining factor in service delivery since a service is inseparable from the person providing 
it. Thus, a restaurant is known as much for its food as for the service provided by its staff. The same is 
true of banks and department stores. Consequently, guest service training for staff has become a top 
priority for many organisa�ons today.  

Fig 9.1.7 Product mark�ng mix 
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