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INTRODUCTION

The hotel business is distinguished by its unwavering commitment to
providing exceptional service delivery, with housekeeping departments playing
a vital role in attaining this objective. The housekeeping crew is accountable for
upholding cleanliness, organisation, and visual attractiveness of hotel rooms
and public areas, which are crucial factors in determining client contentment
(Akbar, 2021). Housekeeping plays a crucial role in enhancing the visitor
experience, but it frequently has difficulties in terms of workforce competence,
such as excessive employee turnover, skill deficiencies, and inconsistent service
quality (Aboramadan, 2021). To tackle these problems, it is essential to adopt a
targeted and methodical strategy for training and development. This will
guarantee that the housekeeping staff has the required expertise and
understanding to reach and beyond the benchmarks set by the industry.

Throughout the course of history, the effectiveness and scope of training
programs for professionals working in housekeeping have been quite variable.
Quite a few hotels rely on on-the-job training techniques, which, although
advantageous in many respects, frequently lack the structure and
comprehensiveness that is required to make sure that personnel are well
equipped (Atesoglu & Erkal, 2020). There is a possibility that traditional
training methods may not be able to meet the ever-evolving requirements of the
sector, such as the growing expectations for environmentally responsible
practices and the use of cutting-edge cleaning technology. It is as a consequence
of this that there is a growing recognition of the need for more formalised and
comprehensive training programs that can provide housekeeping staff with a
holistic understanding of their roles and responsibilities, as well as the tools and
techniques to perform their duties in an efficient and effective manner (Utkina,
2022).

Beginning with a comprehensive needs assessment to identify particular
skill gaps and training requirements, the development of such training
programs requires many essential components. These components are essential
to the development of such programs. Following this procedure guarantees that
the training will be adapted to address the specific difficulties and possibilities
that are present in each individual hotel environment (Acampora, 2022). During
the period of curriculum construction, both theoretical information and
practical exercises are incorporated. These exercises cover vital themes such as
advanced cleaning methods, effective time management, and exceptional
customer service. The training programs are designed to accommodate a
variety of learning styles and preferences by including a number of different
learning modalities. These modalities include classroom sessions, hands-on
practice, and digital learning platforms. Furthermore, the training programs
seek to improve the overall learning experience and the ability to retain
knowledge (Li, 2020).

Further contributing to the success of comprehensive training programs
is the process of putting them into action and assessing their effectiveness. It is
crucial to have systems for continuous monitoring and feedback in order to
assess the efficiency of the training and to make any required modifications.
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Regular evaluations are helpful in determining the areas in which more
progress is required, and favourable feedback has the potential to raise staff
morale and motivation simultaneously (Bousri, 2018). Furthermore, including
the housekeeping staff in the process of developing and refining training
programs may result in increased levels of involvement and dedication, which
in turn helps to cultivate a culture that values ongoing education and
opportunities for professional development. In the end, hotels can increase the
competency of their housekeeping crew by investing in rigorous training and
development activities. This will ultimately result in enhanced service quality,
greater levels of visitor satisfaction, and a stronger competitive edge in the
hospitality industry (Abhari, 2022).

One of the most important departments in the hotel sector is the
housekeeping department, which is responsible for ensuring that high
standards of cleanliness, order, and satisfaction are maintained. On the other
hand, despite the significance of housekeeping, several hotels continue to
struggle with issues with the competence and performance of their
housekeeping personnel. These difficulties are the result of a number of
different circumstances, such as inadequate training programs, high personnel
turnover rates, and changing needs from the corresponding industry. It is
common practice to rely on traditional on-the-job training techniques; however,
these approaches do not provide the essential structure and comprehensiveness
to provide housekeeping personnel with the requisite skills and knowledge. As
a consequence of this, there is a significant lack of consistency in the quality of
service, which can have a detrimental effect on the experiences of guests and
the ratings of hotels. These problems are made even worse by the lack of a
standardised and all-encompassing training strategy, which results in a staff
that might not be adequately equipped to achieve the stringent standards that
are anticipated in the hospitality business.

Housekeeping departments, particularly in the post-pandemic age, are
required to adapt to new technology, sustainable practices, and increased
hygiene requirements. This is in addition to the inherent issues that come with
maintaining service quality. A significant number of housekeeping staff
members are not effectively equipped to deal with the demands of modern life
since there are not enough appropriate training programs available. This leads
to inefficiencies and the possibility of service lapses. Given the circumstances, it
is clear that there is an immediate and pressing requirement for a
comprehensive training program that includes both the fundamental and
advanced skills that are necessary for housekeeping workers. A program of this
kind should not only concentrate on cleaning methods, but it should also
include customer service, time management, and the utilisation of cutting-edge
cleaning technology. It is possible for hotels to improve the competency of their
housekeeping crew by addressing these gaps, which will not only ensure
consistent service quality but also provide an exceptional experience for guests.
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LITERATURE REVIEW
Housekeeping Training

Within the hotel business, there has been a significant amount of research
conducted on the effectiveness of housekeeping training programs (Ann, 2023).
Efficient training is necessary for the upkeep of high standards of cleanliness
and service, which has a direct influence on the level of satisfaction experienced
by hotel guests and the reputation of the establishment (Acar et al., 2019).
Traditional on-the-job training approaches, despite the fact that they offer direct
practical experience, frequently lack a planned approach and fail to address the
entire range of skills that are necessary for current housekeeping chores
(Kusuma et al., 2022). A number of recent studies have highlighted the
significance of including both academic knowledge and practical skills into
training programs (Wijoyo, 2023). These approaches are designed to adapt to a
variety of learning preferences and boost retention rates. The implementation of
technology in training, such as simulation-based training and virtual reality,
has also demonstrated positive outcomes in terms of improving the efficiency of
housekeeping training programs (Shahane & Fernandes, 2021).
Employee Competency

The level of expertise possessed by employees working in the
housekeeping department is an essential component in the provision of reliable
and high-quality service in hotels (Wiadnyana et al., 2019). Soft skills, including
as communication, time management, and customer service, are included in the
definition of competence. Technical abilities are also included in this definition.
A competency-based approach to human resource management has the
potential to result in enhanced professional performance and increased levels of
work satisfaction among employees (Grefe, 2020). A competence framework
that contains important areas such as knowledge, skills, abilities, and
behaviours that are required for successful job performance (Kim, 2019). These
major categories are included in the framework. Regarding the field of
housekeeping, the development of competency should concentrate on both
specialised cleaning procedures and more general abilities such as the capacity
to solve problems and adapt to new situations (Espellita & Jr, 2019). Staff
participate in continuous professional development (CPD) programs in order to
keep themselves abreast of the most recent industry trends and practices. This
helps employees improve their overall competency and their capacity to satisfy
the ever-changing demands of their guests.
Hospitality Industry

The hospitality sector is distinguished by its dynamic and customer-
centric nature, which necessitates ongoing adaptation to the ever-changing
demands of the market and the preferences of guests (Alnawas, 2019). The
success of the sector is significantly dependent on the quality of service that is
offered by its staff, particularly in positions such as housekeeping (Wijoyo et al.,
2021). There has been a rise in rivalry as a result of the fast expansion of the
hospitality industry, which has resulted in the need for greater standards of
service and efficiency. It is essential to the process of sustaining a competitive
advantage to make investments in the training and development of employees
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(Demir, 2021). The incorporation of environmentally responsible procedures
and cutting-edge technologies into housekeeping operations is also becoming
an increasingly essential aspect of the industry. The significance of innovation
in terms of improving both operational efficiency and the level of happiness
experienced by guests (Imane, 2019). The deployment of smart technology and
the adoption of environmentally friendly cleaning products and methods are
transforming the landscape of housekeeping. This transformation necessitates
continuous training and adaptation on the part of the workforce in order to
guarantee that they are aligned with the trends in the industry and the
sustainability goals that have been set (Octafian & Mistriani, 2022).

METHODS

The purpose of this study is to investigate the efficacy of comprehensive
training programs in boosting the competency of housekeeping personnel
working in the hotel sector. The research design utilised in this study is
qualitative. The decision was made to take a qualitative approach in order to
acquire a comprehensive understanding of the experiences, perspectives, and
attitudes of the management and housekeeping staff in relation to the training
programs. A case study technique is utilised in this research project, with a
particular emphasis on numerous hotels, in order to give a comparative
examination of various training methodologies and the results they produce.
This design makes it possible to conduct an in-depth analysis of the contextual
aspects that have an impact on the success of training, and it also assists in
determining the most effective practices and often encountered difficulties
across a variety of hotel settings (Creswell, 2023).

A variety of methods, including participant observations, semi-
structured interviews, and focus group discussions, are utilised in the process
of data gathering. Interviews with housekeeping managers, trainers, and staff
members are done in a semi-structured format in order to collect their
viewpoints on the design, implementation, and effectiveness of the training
programs. The results of these interviews include a wealth of qualitative
information on the perceived strengths and shortcomings of the training
activities. Focus group conversations are done with the housekeeping staff in
order to promote a collaborative discourse. Participants are encouraged to share
their experiences and recommendations for improvement during these sessions.
During the training sessions, participant observations are carried out in order to
examine the interactions, levels of participation, and practical application of the
training content. The validity and reliability of the findings are improved as a
result of the collection of data from three different sources.

For the purpose of this study, purposive sampling is utilised to pick
hotels that have implemented a variety of training programs for their cleaning
staff. For the purpose of capturing a wide variety of training techniques and
organisational contexts, the sample consists of a combination of hotels that fall
into the luxury, mid-range, and budget categories (Hillman & Radel, 2018).
Participants are chosen from within each hotel based on their positions and
their level of participation in the training programs. This is done to ensure that
the sample has a mix of housekeeping workers, supervisors, and managers that
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is representative of the whole hotel. With the help of this sampling technique, it
is possible to gain a thorough knowledge of the training programs from a
variety of viewpoints, which provides a holistic picture of the efficacy of the
programs as well as areas in which they may be improved. A thematic
approach is utilised in the process of data analysis. This strategy involves the
methodical coding and categorisation of qualitative data in order to uncover
significant themes and patterns. The interviews and focus group discussions are
transcribed word for word, and the resulting transcripts are then analysed with
the NVivo program in order to ease the organisation and categorisation of the
data. When beginning the process of coding, it is necessary to first define broad
categories that are associated with the design, execution, and outcomes of the
training. After that, these categories are developed into more specific themes,
such as the relevance of training material, tactics for engagement, and obstacles
to effective training. A comprehensive knowledge of the elements that influence
the effectiveness of housekeeping training programs may be obtained via the
application of thematic analysis, which enables the discovery of repeating
themes and unique insights. In order to guarantee a rigorous and contextually
grounded analysis, the findings are interpreted in light of the existing body of
literature and theoretical frameworks.

RESULTS

Significant increases in housekeeping performance and personnel
competency were achieved as a result of the extensive training programs that
were implemented across the selected hotels. A number of important
advantages were brought to light through interviews with housekeeping
managers and workers. To begin, the organised training sessions improved
participants' technical abilities in a variety of domains, including strategies for
advanced cleaning, the appropriate use of cleaning products, and the efficient
management of equipment. The employees reported feeling more secure and
proficient in their responsibilities, which led to greater work satisfaction and
motivation on their part inside the organisation. The managers realised that
there had been obvious improvements in the cleanliness and organisation of the
rooms, which contributed to improved levels of satisfaction among the guests.
Additionally, the training programs placed an emphasis on soft skills like as
communication, time management, and customer service, all of which are vital
for providing excellent experiences for guests.

The favourable impact of combining a variety of learning modalities,
such as classroom instruction, hands-on practice, and digital learning platforms,
was brought to light during the conversations that took place inside
concentration groups. The participants expressed their appreciation for the
interactive character of the training sessions, which created opportunities for
active participation and the application of information in real-world situations.
The utilisation of simulation-based training and virtual reality was particularly
well-received since it offered a secure and regulated setting for the practice of
newly acquired abilities. This technique not only enhanced the capacity of
employees to acquire new skills, but it also increased their self-assurance in
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their ability to deal with difficult situations and difficult jobs. In order to
accommodate a variety of learning types and ensure that all employees were
able to benefit from the training, many distinct learning approaches that were
interactive and diverse were utilised.

It was proven through observations made throughout the training
sessions that the cleaning personnel exhibited great levels of involvement and
participation among themselves. A variety of instructional approaches were
utilised by trainers in order to cater to the diverse preferences of learners, which
resulted in training sessions that were both more productive and more fun. The
training material was contextualised through the use of real-life scenarios and
role-playing exercises, which served to make the material more accessible and
relevant to the duties that are performed on a daily basis. Participants
expressed their satisfaction with the training sessions, stating that they were
well-organised, instructive, and interesting. Employees felt more valued and
involved in their professional growth, which resulted in improved retention
rates and lower turnover among housekeeping personnel. This favourable
response was mirrored in the fact that their turnover rates decreased.

An examination of the qualitative data through the lens of thematic
analysis showed a number of significant themes that had a role in the
accomplishments of the training programs. Among these were the applicability
and thoroughness of the training material, the use of interactive and diverse
instructional approaches, and the provision of continuous assistance and
feedback. Despite the fact that difficulties such as resistance to change and
limitations on resources were identified, proactive steps such as incorporating
staff members in the development of training programs and providing chances
for continual professional development served to alleviate these problems. The
findings highlight the significance of taking a holistic approach to training,
which takes into account both technical and soft skills, cultivates an atmosphere
that is conducive of learning, and supports continual growth. Not only does
this strategy improve the competence of housekeeping workers, but it also
improves the overall service quality and operational efficiency in hotels, which
eventually results in increased levels of client satisfaction and a competitive
edge in the hospitality sector.

Across all of the hotels that were chosen, the introduction of
comprehensive training programs resulted in significant increases in the
technical and interpersonal abilities of the housekeeping crew. Because of the
organized nature of these training sessions, staff were able to acquire a more in-
depth grasp of advanced cleaning procedures, the appropriate use of a variety
of cleaning chemicals, and the appropriate way to handle complex equipment.
The emphasis placed on technical abilities had a particularly significant impact,
as seen by the staff's enhanced confidence in their ability to carry out their daily
responsibilities with accuracy and effectiveness. This increase in self-assurance
was not only a matter of subjective perception; rather, it manifested itself in
observable results, such as improved room cleanliness and organization, which
were regularly seen by supervisors. There was a clear association between the
enhanced performance of housekeeping workers and the contentment of hotel
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guests, as shown by better satisfaction ratings and positive comments about the
cleanliness and comfort of the hotel amenities.

The programs, in addition to providing technical training, put a
substantial focus on the development of critical soft skills, such as the ability to
communicate well, manage one's time effectively, and provide excellent
customer service. In the hotel industry, where direct engagement with guests
and fast service delivery are essential to maintaining a high level of customer
satisfaction, these abilities are very necessary. Through the use of focus group
talks, it was discovered that the combination of several learning modalities,
such as classroom teaching, hands-on practice, and digital platforms, had a
significant role in supporting a more complete learning experience and
engaging staff members. Virtual reality and simulation-based training have
developed as especially useful tools, since they provide employees a secure and
regulated environment in which they may practice and improve their abilities.
Not only did these interactive approaches improve workers' ability to acquire
new skills, but they also strengthened their capacity to deal with difficult
circumstances, which ultimately led to an increase in their overall overall
performance in the workplace. The combination of these training tactics
resulted in a staff that was more trained, adaptive, and motivated in the
housekeeping department. This is vital for maintaining high levels of service
quality and operational efficiency in the hospitality business, which is highly
competitive.

DISCUSSION

The outcomes of this study highlight the significant significance that
comprehensive training programs have in boosting the level of expertise
possessed by housekeeping workers working in the hotel business. Structured
training techniques that integrate theoretical knowledge with practical
application are shown to be beneficial, as evidenced by the significant gains in
technical skills and service quality that were seen in this research. Through the
provision of a more comprehensive educational experience, this dual-focus
training technique solves the inherent deficiencies that are present in
conventional on-the-job training. Housekeeping workers are well-equipped to
maintain high standards of cleanliness and efficiency, which are crucial for the
happiness of hotel guests and the general reputation of the hotel. This is
ensured by the incorporation of innovative cleaning procedures, as well as the
right use of cleaning products and equipment. In addition, the incorporation of
training in soft skills into the programs was a key contributor to the
improvement in the performance of the cleaning crew. In the hotel industry,
where contacts with guests and prompt service are of the utmost importance,
skills such as efficient communication, time management, and customer service
are essential. Not only did the training programs that placed an emphasis on
these soft skills increase the technical capabilities of the housekeeping crew, but
they also improved their ability to interact with visitors and be more efficient
with their time management. This all-encompassing method of training
contributes to the development of a workforce that is much more adaptable and
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capable, which is absolutely necessary in order to fulfil the dynamic and
multifarious requirements of the hospitality business.

The fact that members of the training program provided favourable
comments on the use of a variety of learning modes, such as virtual reality and
simulation-based training, demonstrates the significance of incorporating novel
teaching strategies into contemporary training programs. When it came to
engaging employees and giving them with practical, hands-on experience in a
controlled setting, these interactive and immersive tactics proved to be very
beneficial. This method not only improves the quality of the learning
experience, but it also helps employees feel more confident in their capacity to
deal with situations that are based in the real world. As a result of the
effectiveness of these strategies, it appears that combining technology and
interactive components into training programs can considerably increase the
ability of housekeeping staff to retain information and acquire new skills.
Nevertheless, the research project also uncovered a number of obstacles that
have the potential to hinder the efficiency of training programs. Resistance to
change among staff members and limitations on available resources were two
difficulties that were frequently brought up by both managers and employees.
A proactive strategy is required in order to address these difficulties. One
example of such an approach would be to involve employees in the process of
developing and continuously improving training programs. When hotels
include their employees in this process, they are able to guarantee that the
training material is pertinent and that it satisfies the actual requirements of the
workforce. In addition, the provision of chances for continual professional
development may assist in the maintenance of staff engagement and dedication
to their respective positions, so contributing to the reduction of turnover rates
and the establishment of a culture that emphasises continuous improvement.

The findings of the study indicate that extensive training programs are
necessary for boosting the level of expertise possessed by housekeeping
personnel and for enhancing the quality of service provided in hotels. A
comprehensive approach to training that integrates both technical and soft
skills, makes use of novel teaching techniques, and handles difficulties in a
proactive manner may be of tremendous advantage to the housekeeping
department as well as the entire running of hotels. Hotels have the potential to
attain improved levels of client pleasure, operational efficiency, and
competitive advantage in the hospitality business if they make substantial
investments in training efforts. In the future, research might be conducted to
further investigate the long-term effects of training programs like these and to
develop further techniques to overcome implementation issues. This would
ensure that housekeeping performance would continue to see sustainable gains.

CONCLUSIONS AND RECOMMENDATIONS

The findings of this study indicate that comprehensive training
programs greatly improve the competency and performance of housekeeping
personnel, which ultimately results in an increase in the quality of service
provided to guests and an increase in the level of happiness they feel
throughout their stay in the hospitality business. Hotels are in a better position

867



Hidajat, Mansur

to better equip their personnel to meet the ever-changing demands of the
industry if they combine training in technical skills with training in soft skills
and apply innovative learning techniques. It is recommended that hotels
continually update their training content to reflect advancements in the
industry. Additionally, it is recommended that hotels involve their staff in the
development process to ensure that the training is relevant and engaging.
Additionally, it is recommended that hotels address implementation challenges
such as resistance to change and resource constraints. Investing in training
programs that are both comprehensive and adaptable will not only improve
housekeeping standards, but it will also lead to increased operational efficiency
and a better competitive position in the hospitality industry.

FURTHER STUDY

The long-term influence of comprehensive training programs on the
performance of housekeeping personnel and the happiness of guests should be
investigated in future study in order to evaluate the programs' ability to
maintain their efficacy over time. It is possible that this may incorporate
longitudinal studies that monitor the development of trained individuals over
an extended period of time, assessing aspects such as the retention of skills, the
level of job satisfaction, and the growth of careers. In addition, research might
be conducted to assess the efficacy of various training approaches in a variety of
hotel contexts, such as hotels of differing sizes, service levels, and geographical
locations. Comparative studies that investigate the influence of developing
technologies and creative training methodologies, like as gamification and
virtual reality, on the results of employees and the efficiency of operations
would also be of great use. Furthermore, addressing potential barriers to
training implementation, such as resource constraints and resistance to change,
through case studies and best practice analyses could provide actionable
insights for optimising training strategies and improving overall program
success in the hospitality industry. This, in turn, could be accomplished by
addressing potential barriers to training implementation.
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