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THE WORLD'S LARGEST
HOTEL CHAIN®

Ensuring Quality

No matter whom you talk to, or what study you read, the number one
concern and expectation of every guest deals with the condition and
cleanliness of the guestroom and property. In order to provide your
guests with a product they expect and deserve, a systematic approach
to cleaning and maintaining the property is required. Along with a
cohesive working relationship between your housekeeping and
maintenance departments, these systems will enable you to provide
your guests with clean, well maintained and functional
accommodations.

The condition and cleanliness of your property is more than a
housekeeping and maintenance issue. Although it is true that the
better the condition and cleanliness of the property, the higher your
Quality Assurance Assessment scores will be, the condition and
cleanliness of your property is a guest relations and guest service issue
as well. Accommodation complaints account for approximately 24% of
the total complaints received by the Customer Service department at
Best Western International.

In addition, studies have clearly shown that the cleaner and better
maintained a property is, the higher the average daily rate and
occupancy will be. A recent Best Western review of properties with
high Medallia ratings for levels of cleanliness and maintenance,
show on average annual room revenue of $300,000 higher than a
low scoring property in those categories. So the higher the quality
experience is for the guest, the more money they are willing to pay!

This booklet focuses on the three key activities of 1) Preventive
Maintenance, 2) Deep Cleaning and 3) Self Inspections. In each
section, there are attached documents to assist you and
your properties to implement and track these activities. Proper
implementation and consistent application of these programs will
help to assist your property attain higher levels of cleanliness and
maintenance, which will directly lead to:

* Higher guest satisfaction

» Lower customer complaints

* Higher QA assessment scores

* More satisfied staff

« More efficient and productive operations

* Lower expenses

* More revenue

\ | \
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THE WORLD'S LARGEST
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Preventive Maintenance

A proper maintenance plan is key
to prolonging the life of a hotel's
capital investment and providing
each and every guest with properly
functioning and well-maintained
accommodations for a truly enjoyable
experience. The following are two
suggestions for improving your
guest’'s experience and also
increasing your Quality Assurance
scores.

1) Implement a Work Order system
to report current maintenance
problems.

Waiting for guests to report
problems is a sure way to maximize
complaints, reduce GSS scores and
minimize repeat stays. All employees
must be proactive in reporting
maintenance issues to the
maintenance staff and hotel
management. The key to a
successful Work Order system is
follow-up to ensure that the required
jobs have been satisfactorily
completed.

The system can be as simple as

multi-part Work Order forms, or as

complex as software which may or

may not integrate with the hotel's

property management. The key is to

implement a system that works for

the property. The system should:

* Reduce oral communication and
minimize paperwork

« Have the ability to prioritize jobs

« Easily provide management with
the ability to evaluate and track the
flow of problems and the time
required to correct them

2) Implement a Preventive
Maintenance Program

“Preventive Maintenance" (PM) is a
systematic and proactive approach to
ensure all equipment, machinery and
rooms are in good working order and
condition. A good PM program will
also discover problems and allow
them to be corrected before a guest
finds the problem.”

An effective Preventive Maintenance

program will:

« Increase the life of equipment and
room furniture, fixture and
equipment, therefore lowering
capital expenditures and
renovation costs

» Decrease the quantity of Work
Orders created

« Increase satisfied guests, improve
GSS scores and reduce complaints

* Decrease “emergency”
maintenance issues

* Reduce “rooms out of order”

* Increase profitability

The system can be used in
guestrooms, public areas,
supplemental facilities and for
mechanical equipment. Simple
manual PM programs can be easily
implemented using paper checkilists.
However, larger properties should
install PM software, which is more
effective and efficient. Whichever
method is used, the key is to
implement the program and ensure
the checklists are used and the
inspections are completed regularly.

W
I
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THE WORLD'S LARGEST
HOTEL CHAIN®

Preventive Maintenance

An example of how this works:

At the same time each day or week,
schedule maintenance for a fixed
amount of time for PM work and
ensure it does not change. For
example, 15 minutes per room for
four rooms each (1 hour total)
Monday, from 11am-noon. If you
have a 32-room hotel, then all rooms

will have received PM in eight weeks.

Maintenance should have a cart of
tools, equipment and supplies with
them at each rooms to immediately
correct the most common issues “on
the spot”, which will save them time
and you money. In addition, ensure
the maintenance staff recognize and
report to housekeeping any serious
cleaning issues, such as dirty
carpets, windows, etc. Also be sure

to set aside a certain time each week

to inspect the lobby, corridors,
supplemental facilities and regular
mechanical equipment inspections
and maintenance.

The most important part of the

system is to ensure:

» Checklists are completed

» Task are identified and passed to
the responsible party

* Follow up to ensure completion by
either by management or
supervisors.

Preventive Maintenance Tools
* Maintenance Request Form
* Preventive Maintenance
Checklists

* Preventive Maintenance
Summary
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MAINTENANCE REQUEST FORM

Name: Date:

Room # Problem

Work Order #

MAINTENANCE REQUEST FORM

Name: Date:

Room # Problem

Work Order #




Preventive MaintenanciChecl_(Iist - EXTE@IOR PUBLIC AREAS

Date

Date

Date

Date

Comments

Signs

Billboards

other Off Premise Signs

Property ID Sign (PID)

Entrance/Exit Sign

Reader Board

Restaurant/Lounge Signs

Directional Signs

FIags/PoIes

Landscaping/Grounds

General Landscaping

Grounds

Lawn

Trees/Shrubs

Flowers

Planters

Parking Lot - surface

Parking Lot - curbing

Parking Lot - striping

Parking Lot - lighting

Delivery Area

Sidewalks

Parking Garage

Building Exterior

Recreational Facilities

[Porte Cochere

Exterior Surface

\Windows/Shutters

Screens

Doors

IAC and other Vents/Grills

Walkways/Corridors

Balconies

Railings

Stairs

Roof

Fencing

Utility Building(s)

Lighting

Pool - general

Pool Fence

Outdoor Pool Furniture

Deck/Walkways

Pool Signage

Pool Depth Markers

Saftey Equipment

Pool Landscaping

Playground

Tennis Court

Spa/Jacuzzi

Trash Receptacles

Other

Guest Van/Utility Van

Dumpsters

Dumpster Screening

Vending Machines

Guest Laundry Facilities

Drinking Fountain




Preventive Maintenance Checklist - INTERIOR PUBLIC AREAS

_Date

Bate

Bate

Bate

Comments

Hotel Entrance

Entry Doors - general

[Handles

|Hinges and Hinge Pins

[Door Frame

[Door Closers

[Check all doors for operation

[Door Stops

Lobby

Emergency Exits & Signage
Doors

ILocks and hardware

Signage

IFurniture

Seating

JFlooring

|Wa||s

ICeilings

Artwork

[Furniture

JLighting & Fixtures

fwindows

Corridors

indow Coverings
Doors

ILocks and hardware

Signage

IFurniture

Seating

[Flooring

fwalls

ICeilings

Artwork

[Furniture

JLighting & Fixtures

fwindows

Stairwells

indow Coverings
Doors

ILocks and hardware

Signage

IFurniture

Seating

[Flooring

fwalls

ICeilings

Artwork

[Furniture

JLighting & Fixtures

jwindows

Jwindow Coverings




Prexentive Main!enance Checklist_— GUEST ROOMS

Date: Room | Room | Room ] Room | Room | Room | Room ]| Room | Room ] Room | Room ] Room | Room

Door - Exterior
Door - Interior

[Door Frame

[Electronic Lock

[Secondary Lock

[IDoor Viewer (peephole)

[Door Closer

[Emergency Exit Plan/Map

Entrance Door

[Entry Light

Door Hardware

Door Threshold
Baseboards & Corner Guards

JPaint/Vinyl

Walls

Ceiling
Floor Tile

Carpet
Mirrors

IDresser/Desk

Tables

IChairs

INight Stands

[Sofa

[Beds

JLuggage Racks

Furniture

[Pictures

[Waste Basket

[Cloths Rack

Credenza/Armoir
Refridgerator/Minibar

Microwave

elephone Check

Telephone Cleanliness

[Message Light

Telephone Cord

[Telephone Wall Receptable

Telephone

Telephone Room Plate

[Telephone Charges




Room

Room

Room

Room

Room

Room

Room

Room

Room

Room

Room

Room

Room

TV/Radio

TV/Cable Wall I-!{eceptacle

IAntenna/Cable Connectors

ICable/Satellite Box

Security Mount

TV Serial Number

[TV Check- channel check

[TV Knobs

TV Adjustment

JRadio Check

IRemote Control

TV Cleanlng

IC Connecting Door 1 inch throw

fLocks

[Door frame

Knobsframe

Door Hardware

I Door Threshold

Lamps/Switches/Outlets Connectlng Door

Air Conditioning

I\Nall Switches

Lamp Switches

Lamp Sockets

Bulbs

Lamp Bases

Lamp Fixtures

|
|
|
[Lamp Shades
|
|
|

Plugs/Wires

Switch/Receptacle Cover Plates

alves

Compressor

Leaks/Drain Pan

[Condensed Water Pan & drain
l
|

Filter & Vent Cover

IEIectncaI Connections
Plug & Recepticle

[Thermostat

[Cooling/Heating

[Directions Posted

ISerial Number




Room

Room

Room

Room

Room

Room

Room

Room

Room

Room

Room

Room

Room

Windows

- —
I\/deows General

[Window Tracks

[windows "Second" Lock

[Weather stripping

Jwindow Seal

[window Screens

Bathroom

indow Sills
ash Basin

IFaucet/Wash Basin Fixture

[Tub

Shower Wall

Shower Fixtures

[Over Flow Cover

IDrain Ring/Pop-up

Toilet (lever, lid, seat, bolts, tank)

Toilet Bolts

Toilet Caulking

Toilet Paper Holder

[Water Shut Off Valve to Toilet

IFacial Tissue Holder

\Vanity

Vanity Lighting

Vanity Outlet/Plug In

[Towel Bars

[Hair Dryer

JRobe Hook

[wall Switch

Art Work

JWaste Basket

Shower Rod

Shower Curtian

lice Bucket

Air Vent Grill

ICeiling/Wall Light Fixtures

Vanity Mirror

IBathroom Door

[Bathroom Floor

IBathroom Walls and Ceiling_gs




Date

Date

Bate

Bate

.
Comments

Restrooms

Other

I\Nash Basin

IFaucet/Wash Basin Fixture

Toilet (lever, lid, seat, bolts, tank)

Toilet Bolts

Toilet Caulking

Toilet Paper Holder

[Water Shut Off Valve to Toilet

Stalls (walls, doors)

[Urinals

IFacial Tissue Holder

\Vanity

Vanity Lighting

[Towel Dispenser

Soap Dispenser

IDryer

Art Work

[Waste Basket

Air Vent Grill

ICeiling/Wall Light Fixtures

\Vanity Mirror

[Bathroom Door

|Bathroom Floor

Bathroom Walls and Ceilings
Cooling/Heating - thermostats

[Cooling/Heating - filters & grills

[Cooling/Heating - comfort

[Electrical - outlet wall plates

IElectrical - switches

Telephones - dialing instructions

Telephones - condition/function

[Directory

IDrinking Fountain

Vending Machines

[Brochure Racks

IDesk Area/Business Center

Smell




Preventive Maintenance Summary

Year Page of
Room/ Quarter Room/ Quarter
Suite# Suite#

One Two | Three | Four One Two | Three | Four
G. Manager Maintenance
Date Date
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THE WORLD'S LARGEST
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Deep Cleaning

What is "deep cleaning?" It is the
thorough cleaning of a room to make
it “in like new condition” It is
important because in the daily
cleaning of a room a housekeeper
only cleans the obvious and
necessary items in the room. Deep
cleaning includes a thorough
cleaning of everything... every item in
the room. Without a periodic deep
cleaning of every room in the hotel
rooms may start to take on a stale
smell and/or a tired appearance, and
hard to reach areas become
unacceptably dirty or dirty....i.e.
under the bed. Like self-inspections
and preventive maintenance,
consider deep cleaning as an
investment in the quality of the room
and improved guest satisfaction.

To address these issues, a monthly
(at minimum) deep cleaning program
is highly recommended. This type of
program is designed so that in
addition to regular servicing of the
guest rooms, certain specific items
are added to the room attendant’s
normal responsibilities, on specific
days of the month. To implement this
program, each morning the head
housekeeper should review with the
room attendants (or write on the top
of their assignment sheets) the “ltem
of the Day”. The deep cleaning
schedule provided should be used as
an example to develop your own
customized program based on your
specific property and rooms.

At highly seasonal properties,

an alternative deep cleaning program
would be to place sections or blocks
of rooms out-of-order during slower
seasons and the completely strip
and deep clean sections of rooms

at a time.

Deep cleaning should be flexible in
relation to the activities of other
departments. For example, if the
maintenance department scheduled
extensive repair work for several
guest rooms, the housekeeping
department should coordinate
deep cleaning of the rooms after
maintenance has completed their
repair work. Careful planning for
the hotel with the least possible
inconvenience to guests or to
other departments.

The key is to have the cleaning

staff use checklists to ensure nothing
is missed, and to track which rooms
are done and when they are done.
Finally, ensure that supervisory or
management personnel check

the rooms after completion for
consistency and high levels of
cleanliness... and that nothing

has been missed.

©2010 Best Western International, Inc. Each Best Western branded hotel is independently owned and
operated. Best Western and the Best Western marks are service marks or registered service marks of
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Deep Cleaning Tools

e Guestroom Deep Clean Checklist

* Housekeeping Deep Clean
Summary

* Housekeeping Checklist




GUESTROOM DEEP CLEAN CHECKLIST

Turn Mattresses and Change Bedspreads

Remove linens from the bed

Lift the mattresses off the box spring SAFETY TIP: This is a two-person job and use your legs, not your back

Lift the box spring off the bed frame

Inspect for tears, soil spots, or broken springs

Inspect and clean the frame and headboard

\Vacuum behind and inside the bed platform

Rotate the box spring

Turn the mattress - TIP: Position the appropriate number on the mattress in the upper le corner of the bed frame

\Vacuum the mattress cording

Inspect pillows and replace pillows that have stains

(] i ] ) ] ) ] ) ) )

Remake the bed with a clean mattress pad, linens, and bedspread - Tip: Make sure dust ruffles are straight

Dust High Places

Dust where the wall meet the ceiling. SAFETY TIP: Use stepladders appropriately to reach high areas

Dust smoke detectors and sprinklers

Dust the tops of tall furniture such as armoires

Dust light dousers; clean with a damp cloth if needed

Dust vents.

[m] i) ) ] )

Clean anything else above eye level.

Wash Windows

Use a scrubber and window cleaner to clean grease marks and grime from windows - Tip: Report any dirt on the outside of the windows

\Work from the top down in an “S” pattern with a squeegee

\Wipe window frames with a damp cloth.

Clean window track thoroughly.

Hang replacement draperies.

To remove dust, vacuum draperies from the top down. Get into the folds, and clean the back.

Dust sheers often / Wash

(m] ] ] ym] g ) ] g

\Wipe vinyl draperies with a damp cloth

Wash Walls, Baseboard, Doors

Use a mild solution of all-purpose cleaner on a so sponge and clean gently - Tip: Spray cleaner directly on the sponge, not the wall

\Work from the boom up to avoid streaks, and work clockwise around the room - Tip: Report any marks you can't remove

Dry all surfaces with a clean cloth

Clean anything hanging on the wall

Wipe switch plates, phone plugs, and wall jacks

Clean the closet walls and luggage racks

[m] i ym] ) i )

Clean both sides of every door, including viewers, hinges, the frame, locks, and lock plates

Clean Furniture

>

olstery

\Vacuum upholstery

Use a vacuum attachment to get tight spots.

Clean under cushions, and inspect and turn them

Rub upholstery spots gently with a light fabric cleaner, then blot the area with a white cloth

olo|o|o|cfs

Check the manufacturer’s directions before cleaning spots from upholstery - Tip: Report any stains you cannot remove

od or Laminated Furniture

Use an oil-based cleaner on wood furniture

Use all-purpose cleaner to wipe laminated furniture

Clean the backs of all furniture

Dry with a clean cloth

\Wipe room accessories such as the telephone - Tip: Pay special attention to phone mouthpieces

Use a cloth to wipe inside drawers

o|o|lo|o|o|o|cl3

Report any drawers that do not slide smoothly.




Clean Carpets

QO |Work clockwise around the room to clean carpets - Safety Tip: Get help moving large pieces of furniture
QO |Edge the carpets with a crevice tool or a broom
U |Take care of carpet spots. Use standard removal techniques depending on the type of stain
QO [Reposition the furniture
Clean Lights
0 |Remove the shade - Safety Tip: Use stepladder to reach high areas and place shade in a secure spot
QO |Use a damp cloth to clean the extrude and shade thoroughly
QO [Reposition the shade
O |Remove and dust exit sign covers
O |Wipe inside exit signs with a damp cloth
J |Replace exit sign covers.
Replace Shower Curtains
O |Remove the shower curtain.
Q [Soak the hooks in soapy water
Qa [Replace any broken hooks
Q |Clean the curtain rod
Q [Reposition a clean shower
Scrub Tile and Grout
Q [Use grout cleaner and a grout brush to remove mold and mildew - Safety Tip: Wear gloves and eye protection
O JRemove any buildup from the shower, the tub, around the sink, the toilet, and the ceramic tile door.
Q |Rinse all areas thoroughly
Q |Dry and polish with a dry cloth - Tip: Report any problems
Q |wash Bath Mats




Housekeeping Deep Clean Summary

Year Page of
Room/ Quarter Room/ Quarter
Suite# Suite#
One Two | Three | Four One Two | Three | Four

G. Manager Housekeeper

Date Date




HOUSEKEEPING CHECKLIST

Room |Room |Room |Room |[Room
_ 1 |POOR-EXTERIOR-wash and clean, remove dust/debris from frames
S 2 |DOOR-INTERIOR-do not disturb sign in place and door is clean
% 3 |ELECTRONIC LOCK-ensure lock is clean and free of smudges
s 4 |ENTRY LIGHT-ensure fixture is clean
E 5 |DOOR HARDWARE-polish all door hardware
6 |DOOR THRESHOLD-Clean and polish the door threshold
7 |BASEBOARDS-wash baseboards & vacuum carpet edge
b4 8 |PAINT/VINYL-Wash all vinyl where needed
ﬁ 9 |CEILING-light fixtures are clean. Ensure no cob webs, dirt, or mildew.
i.|E. 10 |FLOOR TILE-Tile is clean and ensure no mildew and stains
11 |CARPET-thoroughly vacuum, shampoo as needed (min. of quarterly)
12 |WALL SWITCHES-clean, sanitized, free of dirt and finger prints
g 13 |LAMP SHADES-clean, must be dusted. Secure with finial cap.
f',’ 14 |LAMP BASES-clean, must be polished and switches sanitized
15 |LAMP FIXTURES-function, clean, good appearance
L) 16 |CABLE/SATELLITE BOX-clean, directions posted
E 17 |RADIO CHECK-dust radio, sanitize switches/controls
] 18 |REMOTE CONTROL-Check batteries, UV wand clean, wrap and seal
l2 19 |TV CLEANING-clean TV screen and casing and dust back of set.
o 20 |TELEPHONE CLEANLINESS- ensure fully cleaned
E 21 |TELEPHONE WALL RECEPTACLE-clean and cover plate in tact
§' 22 |TELEPHONE ROOM PLATE- Ensure number matches room number.
e 23 |TELEPHONE CHARGES-ensure charges and long-distance carrier posted
24 |MIRRORS-high dust frames and edges
25 |DRESSER/DESK-clean drawers and handles, dust, move to vacuum carpet
26 |TABLES-legs clean , check beneath for gum
27 |CHAIRS-remove cushions/vacuum area underneath, shampoo if needed
g 28 |NIGHT STANDS- clean drawers and handles, remove from wall & vacuum
"é 29 |SOFA-remove cushions & vacuum underneath and shampoo if needed
T 30 |BEDS-dust the headboard, ensure carpet is vacummed underneath
31 |PICTURES-clean glass and high-dust frame
32 |WASTE BASKET-Clean and sanitize inside and out.
33 |CLOTHES RACK-dust shelves & hanger bar, polish if needed
34 |CREDENZA/ARMOIR-high dust top, clean drawers & handles
= 35 |DOOR FRAME-clean and remove debris and dirt
S | 36 |FRAME-dust the frame.
g 37 |DOOR HARDWARE-polish all door hardware
© 38 |DOOR THRESHOLD-clean and polish
@ 39 |WINDOWS - clean exterior annually, and interior bi-monthly
2 | 40 |WINDOW TRACKS-free of debris and clean
‘Q‘; 41 |WEATHER STRIPPING-clean
g 42 |WINDOW SILLS-clean, repaired, caulked
_E 43 |PULL CORDS/WANDS-clean
= 44 |VALANCE (if present)-dust and wash if necessary




Room

Room

Room

Room

Room

l-IVAC

45

FILTER & GRILL-clean all filters, vents, grills, remove all dust and debris

Bathroom

46

WASH BASIN-clean and free of discoloration

47

FAUCET/WASH BASIN FIXTURES-clean and polished

48

TUB-surface is clean, free of discoloration

49

SHOWER WALL-clean and free of discoloration and build up

50

SHOWER FIXTURES-chrome shines, no build up on shower head

51

OVERFLOW VALVE-chrome shines

52

DRAIN RING/POP-UP-chrome shines and clean

53

SOAP DISH-clean, if chrome, shines

54

TOILET- clean seat hinges, bolt caps, base, caulking at base and wrap

55

TOILET PAPER HOLDER-clean, shines if chrome

56

WATER SHUT OFF VALVE TO TOILET-clean

57

FACIAL TISSUE HOLDER-clean, shines if chrome

58

VANITY-clean and free of discoloration

59

VANITY LIGHTING-clean and high dust vanity lights

60

VANITY OUTLET/PLUG-IN-clean

61

TOWEL BARS (at Vanity, and in Bath area) Clean, if chrome, shine

62

ROBE HOOK-clean, if chrome, shine

63

WALL SWITCH-sanitize and no dirt or fingerprints, operational, no damage

64

ARTWORK - Polish glass and high dust frame

65

WASTE BASKET-clean inside and out

66

SHOWER ROD-wipe clean, in good shape, shines if chrome

67

SHOWER CURTAIN-clean, no soap buildup

68

AIR VENT GRILL-Clean, if chrome, shines

69

CEILING/WALL LIGHT FIXTURES- clean and high dust

70

VANITY MIRROR-clean, (high spots in corners)

71

BATHROOM DOOR-clean, polish the hardware

72

BATHROOM FLOOR-clean, focus on floor behind the toilet, grout is clean

73

BATHROOM WALLS AND CEILINGS - wash all regularly
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Self-Inspections

Every program needs a starting
point. If the only times inspections
occur at your property are during a
Best Western Quality Assurance
Assessment, you are probably
receiving lower than desired Quality
Assurance Assessment scores plus
negative comments from your
guests, higher customer complaint
ratios and lower Medallia ratings.

Inspecting your rooms avoids
unexpected surprises with your
guests and ensures that every guest
has a great experience while staying
at your property. By establishing and
performing regular self inspections
of your guestrooms you are making
an investment in your guests’
satisfaction... what better investment
can you make than increasing your
guest’s’ satisfaction?

When conducting a self-inspection,
and in addition to using a checklist,
you should look at the guestroom
and public areas from the guest’s
point of view. Do things a guest
would do. For example, sit on the
bed and look around, sit on the
chairs, look out the window, turn on
the television and turn on the lights.
Doing an inspection from these
additional points of view will help
detect a problem (deficiency) before
the guest does.

Some items you inspect will
require you to look at more than
one area of the specific item.

For example, the telephone.

To inspect the telephone you must
look at and check the following:

» Appearance, secure, no visible
damage.

* Clean (Does it look clean, is it
clean?)

« Functions (Does it work, good
volume, rings in and out?)

« Are dialing instructions posted?

« Is the cord adequate in length, no
damage, secure?

To conduct an accurate inspection,
the supplied Quality Assurance Self-
Inspection Form must be used in all
public areas and supplemental
facilities of the property and 10
randomly selected guestrooms. The
use of the Self-Inspection Form, if
used properly, assures items and
areas are not overlooked and that
you keep track of the deficiency
points. The deficiency calls are
defined with different points,
depending on if the items required
Cleaning, Repair, Replacement, or
Update (Budget). At the end of the
inspection, you will then have a
score to measure your cleaning,
maintenance and replacement
efforts.

For the Quality Assurance
Self-Inspection Form, please contact
your assessor/RSM or your Best
Western office.

©2010 Best Western International, Inc. Each Best Western branded hotel is independently owned and
operated. Best Western and the Best Western marks are service marks or registered service marks of
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In addition to a regular full Quality
Assurance Self-Inspection program,
it is also important that each
guestroom receives a brief inspection
before the room is deemed "ready to
rent,” and is placed into
Vacant/Clean status. A
housekeeping supervisor, hotel
manager or other person trained to
inspect rooms should spend 2-3
minutes checking the room after it is
cleaned. Look for obvious items that
were missed in cleaning and check to
endure the key elements of the room
are in proper working condition, such
as the televisions and remote. Only
once has this occurred should the
room be made available for the

guest.
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10 Easy Ways to Improve QA Scores

1. Use Checklists

» Walk the property daily.
* Know your property.
* No surprises.

2. Conduct Self Inspections

» Have rooms inspected every day.

» Have Housekeepers check each
other’s rooms.

* You inspect rooms with
Housekeepers.

* Implement a regular full Quality
Assurance Self-Inspection
program.

* More satisfied guests and
reduction of complaints

3. Implement a Work Order System

« System should reduce oral
communication as well as
paper work.

* Have the ability to prioritize work.

« Easily provide Management with
the ability to evaluate the flow of
problems and the time required to
correct them.

4. Deep Cleaning Schedule

» Addresses certain areas and
features commonly
overlooked.

» Specific items can be added each
day to their normal duties.

5. Start a Preventive Maintenance
Program

* PM is a systematic and proactive
approach to be sure all equipment
and machinery is in good
working order with minimal
down time.

* Increase life of equipment and
rooms therefore lower capital
expenditures and remodeling
costs.

» Decrease in number of work
orders.

* More satisfied guests. and
reduction of complaints.

6. Capital Plan

» 3-year reinvestment strategy.

» Used to upgrade facilities and
replacement of worn
furnishings and equipment.

* These funds are in addition to
routine repair and maintenance.

* A capital replacement reserve

fund of a minimum of 3% to 5%
of gross sales is necessary.

7. Incentive Plans for Staff

« Instrumental in keeping up
cleanliness standards.

« Motivate employees.

» Boost employee morale.

« A fun and rewarding way to
achieve your goals of overall
improved property condition.

8. Spend the Night at Your Hotel

* Randomly select a regular guest
room and stay the night.

* You will receive a first hand
perspective of what your guests
actually are experiencing, not
just what you think they are
experiencing.

©2010 Best Western International, Inc. Each Best Western branded hotel is independently owned and
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9. Spend the Night at Each of Your
Competitors

« Stay in their regular rooms.

« Compare the experience between
what you are providing and the
product and amenities of the
competition.

10.Work with Your Assessor/RSM

 Your Assessors/RSMs are
continually trained to
provide the Members the very
best in Operational Services and
advice.

» They can help you access
assistance from Best Western.

UTILIZE YOUR
Assessor/RSM.




ng etm

THE WORLD'S LARGEST
HOTEL CHAIN®

Sample Housekeeping

Incentive Program

Here are some examples of good,
on-going incentive programs for the
Housekeeping department. To keep
examples simple and less wordy,
room attendants will be referred to as
a female.

1. CASH MONEY PROGRAM. Hide
a money bill (value of approximately
1/2 hour of their labour) in one room.
If the money is found, the room
attendant is congratulated for her
thoroughness and the money is hers.
If the money is not found, show the
attendant where the money is
hidden. Then, explain how the
money would have been found if the
cleaning procedure (for the area
where the money was hidden) had
been followed.

2. MORE MONEY PROGRAM. This
program is a weekly program and
rotates among the room attendants.
At the end of each week, one
attendant is selected for the program.
She is given ten euros/local currency
equivalent and a copy of her weekly
room-inspection report. For every
major discrepancy on that report, she
gives back one euro/local currency
equivalent (up to eight total, she gets
to keep two). Reinforce the fact that
the 10 euro/local currency equivalent
was hers, and if there had been no
major discrepancies she would still
have 10 euro/local currency
equivalent . Instead, she only has X
euro/local currency equivalent.

3. QA ASSESSMENT PROGRAM.
This program is tied directly to the QA
Assessment Report:

a) In the QA Program, each room
attendant has her rooms inspected X
times per week, based on her
previous week’s quality grade score.
During one month, ten (10) rooms of
those inspected would be chosen for
the incentive program.

b) At the beginning of the month,
each room attendant receives a
worksheet with a starting cash
amount, i.e., 50 euros.

¢) Using the QA Assessment form for
rooms, the housekeeper would put a
star by the room to indicate it is part
of the incentive program and conduct
a normal inspection of the room.

d) As cleaning mistakes
(discrepancies) occur, each attendant
is “fined” for the mistake(s). The cost
of the fines range from small amounts
to larger amounts, depending on the
severity of the discrepancy. There
are also opportunities to increase the
original amount. If an attendant goes
over and above the call of duty, she
can receive cash awards depending
on what was done. Their awards are
called “rewards”.

©2010 Best Western International, Inc. Each Best Western branded hotel is independently owned and
operated. Best Western and the Best Western marks are service marks or registered service marks of
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e) At the end of the month, the
incentive payment can be given out
in one of two ways, depending on the
total amount allocated for the
department’s incentive program.
The two ways are: (1) all staff
members receive payment, or

(2) only the top four staff members
receive payment. In either case,
one of the rules should be that the
attendants quality grade score was
80% or above for the month.

No matter which incentive program
you select as your departments
on-going program, have an
occasional “surprise” program.
This helps to keep staff wondering
what is coming next and they will
look forward to being on the job
tomorrow.
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Sample Housekeeping

Incentive Program

4. CLEAN-UP CASH. Offer a small
room cleaning incentive per room if
the room passes inspection. Use this
during a busy season — the summer
vacation months, for example — when
other hotels are competing for a
limited labor supply.

5. BEST EFFORT EARNS A
BONUS. Extra effort earns extra
cash in this monthly competition.
Points are awarded (0-15) based on
the Best Western Quality Assurance
inspection form. Rooms are
inspected daily by the General
Manager, Manager on Duty and/or
Executive Housekeeper.
Housekeepers may go on any
inspections. A weekly spread-sheet
is posted in the Housekeeping
Department so all housekeepers can
read up-to date scores. At month’s
end, the housekeeper with the
highest point value receives a cash
bonus.

6. BOOSTING MORALE. Low
morale in housekeeping can affect
every aspect of a hotel’s operation.
Create a program to show
housekeepers that the work they do
is absolutely essential to your
operation. Host a catered luncheon
once a month just for the
housekeeping and maintenance staff.
Feature fancy foods from steak to
strawberry mousse. During the
luncheon, various managers talk
about how their department is
affected by housekeeping’s work.
Also make the luncheon a forum at
which housekeepers can discuss
problems and suggest
improvements.

7. GUEST SATISFACTION PAYS.
Here’s an incentive based on positive
guest response, not an evaluation by
hotel management. Each day the
housekeeper leaves a tent card with
her name on it in each room that she
cleans. Each good comment earns
the housekeeper one lottery ticket.
The housekeeper with the highest
weekly total of positive comment
cards receives an additional three
lottery tickets. Lottery prizes can
include gift certificates at department
stores or grocery stores, as well as
items from the hotel gift shop or
restaurant.

8. GET IN THE GAME. Each
housekeeper who does not miss any
scheduled days, arrives on time each
day, and meets room inspection
requirements is allowed to play in a
Bingo game each Tuesday during the
lunch hour. The winner of the Bingo
game earns cash.

©2010 Best Western International, Inc. Each Best Western branded hotel is independently owned and
operated. Best Western and the Best Western marks are service marks or registered service marks of
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9. KEEPERS ARE WINNERS. Use

the “Jeopardy” program during a
busy season when housekeepers
may need some morale-boosting.
Each housekeeper should be
inspected two or three times during
the period and have the opportunity
to earn extra cash. The hotel gives
each housekeeper cash but in small
coin amounts, then takes back a coin
for each deficiency. Feedback is
given with each discrepancy to let the
housekeeper know how to correct the
problem. Other departments are
involved too: the maintenance
department receives cash in coins
and has coins deducted when
maintenance deficiencies are found;
and anytime a housekeeper must
surrender a coin, the money is given
to the laundry department which
divides the accumulated coins
among laundry workers.
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Customer Care Monthly Scorecard

Our Ranking Compared to BWI Systems

GSS Score System Ranking

Complaint Ratio System Ranking

QA- Guestrooms, Public Area Ranking

Medallia Satisfaction Drivers - Last 90 Days
Last90 Previous
Days 90 Days

Overall GSS Score

Overall Experience

Overall GSS Service

Overall Accommodations

Quality of Guestrooms

Working Order of Guestrooms

Cleanliness of Guestrooms

Intent to Recommend

Top 5 Problems Reported by Guests

Most Recent Quality Assurance Score

GRPA (Guestroom, Public Area)

Customer Complaint Ratio

Countable Complaints this Month

Complaint Ratio - Last 12 Months

Medallia Problem Analysis - Last 90 Days

% of Guests with Problems

# of Guests with Problems

# or Problems (reported and not reported)

% or Problems Reported

# of Problems Reported

% of Handling Exceeded Expectations

% of Handling Met Expectations

% of Handling Below Expectations

Problem Resolution Rate (exceeded + met)
Ranked Last Months

1|

2. |

3. |
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How To Access Your Medallia Information

Step 1 - Gathering Overall GSS Scores for the Last 90 Days - 2009 vs. 2008

a. Log on to Medallia
b. Click on Satisfaction tab
c. Click on Time Period pull-down menu and select Past 3 Months

Satisfaction

Home Responses Problems Profiler RivalTracker Resources

Table Graph pare Snapshot

Brand:
Country/State:
District/Affiliate:
BWI Corp:
Property:

Past 12 Monthe to Date

Past 12 Months to Date

“rear To Date "09

Rolling 12 Months (Full Months)
Calendar Y'ear 2008

Calendar vear 2007

Calendar v'ear 2006

Calendar Year 2005

Past § Months

| Past 3 Months |

Current Month

Timeperiod:

Guest Segment:
Survey Method:
Columns:

£l S ]is €

Benchmark:

Calculation:

Past 8 Quarters

Current Quarter
Oct-Dec Quarter "08
Jul-Sep Quarter 08
Apr-Jun Quarter '08 Je

Jan-Mar Quarter 08
Custom Time Periods
New Custom Time Period Dt
Past

d. Click RUN

e. You will then see the results of the most recent 3 months of responses. You can then transfer this information

to your scorecard.

Jan Feb Mar Total

Past 3
Months

Sample Size (Red = less than 100) 18 12 4 41

Overall GSS score 777 8.82 7.07

Drivers

Overall Experience 8.00 8.95 6.50

Overall Senvice 8.33 9.00 7.00

Overall Accommodations 7.61 8.63 575

Quality of Guest Room 7.50 8.63 7.00

Waorking Order of Room Amenities 7.53 8.61 8.50

Cleanliness of Guest Room 7.71 8.89 8.50

Intent to Recommend 772 9.05 6.25

f. You will then need to run the same numbers for the same period last year.  rieperioa: Past3 Monihs

g. To do this, click on the Time Period filter and select Custom Time Period.
h. You will then need to enter the correct dates for the previous year in
the New Custom Time Period that appears.
i. After this is complete, click RUN
j- You can then transfer your results
to your scorecard.

Guest Segment:

| New Custom Time Pericd X
IZDUS VHiJanuary \_'| |LTE]
(2008 ] [March ][5 ] & ]

The following page will show you
how to generate the information

on problems and resolution for your
hotel.

Past 12 Months to Date

“vear To Date '09

Rolling 12 Months (Full Menths)

Calendar “ear 2008

Calendar Year 2007

Calendar “ear 2006

Calendar Year 2005

Past & Months

Past 3 Months

Current Month

Previous Month

Past & Quarters

Current Quarter

Oct-Dec Quarter 08

Juk-Sep Quarter 08

Apr-Jun Quarter 08
a ar Clyarer "08




Importance of Team Performance Measurement

There is no doubt that keeping track of daily performance is a critical part of running a successful operation.
Just as important as how many rooms were sold and at what rate, the hotel's overall customer satisfaction
plays a direct role in customer retention and what the guest thinks about our brand.

In addition, when looking at the level of customer care a hotel is providing, it is important that every
associate at the hotel has a clear understanding of their role and how they contribute to the overall level of
customer satisfaction. To assist each Best Western hotel in measuring the level of customer care they are
providing and consistently reviewing those results regularly, we have designed a Customer Care Monthly
Scorecard.

This scorecard is designed to assist you in taking existing information that is provided to you via Medallia
and mybestwestern.com and allowing you to easily create a scorecard that you can review during your
regular staff meetings and also post at various locations throughout the back of the house.

£ Best Western - Anywhere
Walt) Customer Care Monthly Scorecard

Our Ranking Compared to BWI System Most Recent Quality Assurance Score

GRPA [Guest Room Public Area)

1 638 ©SS Score Systemn Ranking
Customer Complaint Ratio

1,326 Complaint Ratio Systern Ranking

I

Countable Complaints This Month

837 | QA - Guestrooms/Public Area Ranking

g

Complaint Ratio - Last 12 Months

=

Medallia Satisfaction Drivers - Last 90 Days edallia Problem Analysis - Last 90 Days

Last 90 Previous

-
bl
-
*

% of Guests with Problems

[w)
@
=
@
@
=1
[w}
@
2
@

8.19)8.20 Overall GSS Score # of Guests with Problems

Overall Experience # of Prablems (reported and not reported)

HI

-3
w
=]

851 Qverall Service 57.1%| % of Problems Reported
7.90(18.16 Qwerall Accommodations # of Problems Repaorted
7.98| 815 Quality of Guestroom 25.0%| 9% Handling Exceaded Expectation

o
=
ES
o

OWN | \Warking Order of Guestroom % Handling Met Expectation

Clearliness of Guestroom | 75% | % Handling Below Expectation

& !
N
@

821 Intent to Recormmend Problem Resolution Rate ({exceeded + met)
Top 5 Problems Reported By Guests Rank Last Month
1 Room Cleanliness 2
2. Other Problems (High Speed Internet) A,
3 Broken Items not on list
4. Heating/Cooling not on list
5. Check In/Check Qut 3

The following pages will provide specific direction on how to create your own Customer Care Monthly
Scorecard.




How To Update Your Customer Care Data

To create your hotel's Customer Care Monthly Scorecard, you will need to access mybestwestern.com,
Medallia, the customer care section of MemberWeb and your most recent QA report.

A. Customer Care Rankings

Best Western posts every Best Western e Monthlv Scorecard e
HOtel'S Customer care rankings on the Our Ranking Compared to BWI System Most Recent Quality Assurance Score B
10th of the month after the previous month. _ 936 | GRPA (Guest Room Public Area)

G55 Score System Ranking

Customer Complaint Ratio

;_rn(;/sg(s:teviessttheeriec;ar': k::?l%i’ Ogr?t::)e ComplaIftRENb-3yStonTiRankd A 2 | Countable Complaints This honth C
Operations tab, then click Customer Care | L227] @4~ GuestreamsfPusic Aveafaridng Complaint Ratic - Last 12 Months
on the left hand menu and click on Soae o o
the Customer Care Performance picture. Lo iiPmiors 8 ot GusssittBrobiams
B QA GRPA Score ‘ 8 19” 8.20 ”SClmel Overall 555 Score # of Guests with Problems

ThIS SCore can be Obta|ned by reVieWing ‘3 29” 8 31 ” up | Overall Experience # of Problems {reported and not reported)
your most recent quality assurance
evaluation by your Regional Services
Manager. You can also contact the \7 90” 8 16” up | Cverall Accommadiations # of Problems Reported
Regional Services Support Administration
Department at (623) 780-6307

‘ 8.51 ” 8.32 ”dOWHI Overall Service % of Problems Reported

‘ 7 93” 815 ” up I Quality of Guestroom % Handling Exceeded Expectati

‘ 8.35 ” 814 ”down I wWorking Grder of Guestroom| 0% % Handling Met Expeactation

C' CUStomer Complalnts and Ratlo ‘ 8 13” 815 ”samel Cleanliness of Guestraom 75% | 9% Handling Below Expectation

This information can be found on

MemberWeb. Go to MemberWeb and ‘ 8 20” 821 ”dOWI'Il Intent to Recommend 25% | Proplem Resolution Rats {[exceadad + mat)
click on Customer Care on the left Top 5 Problems Reported By Guests Rank Last Month

hand menu at the bottom. The 1 Room Cleanliness 2

number of complaints for the most recent
month can be found along with your
latest complaint ratio over the last 12
months. 4. Heating/Cooling not on list

5 Check In/Check Out 3

2. Other Problems (High Speed Internet) 1

3, Broken Items not on list

D. Medallia GSS Information
There are two primary locations within

the Medallia system that will be used
together with the Medallia scores and
problems breakdown. Additional
instructions will be provided on the next

page.

E. Medallia Top 5 Problems

In addition to obtaining the current

top 5 problems, we recommend keeping
track of the previous month's ranking

to better illustrate the progress made

by the staff.




How To Access Your Medallia Information

Step 1 - Gathering Overall GSS Scores for the Last 90 Days - 2009 vs. 2008

a. Log on to Medallia
b. Click on Satisfaction tab
c. Click on Time Period pull-down menu and select Past 3 Months

Satisfaction

Home Responses Problems Profiler RivalTracker Resources

Table Graph pare Snapshot

Brand:
Country/State:
District/Affiliate:
BWI Corp:
Property:

Past 12 Monthe to Date

Past 12 Months to Date

“rear To Date "09

Rolling 12 Months (Full Months)
Calendar Y'ear 2008

Calendar vear 2007

Calendar v'ear 2006

Calendar Year 2005

Past § Months

| Past 3 Months |

Current Month

Timeperiod:

Guest Segment:
Survey Method:
Columns:

£l S ]is €

Benchmark:

Calculation:

Past 8 Quarters

Current Quarter
Oct-Dec Quarter "08
Jul-Sep Quarter 08
Apr-Jun Quarter '08 Je

Jan-Mar Quarter 08
Custom Time Periods
New Custom Time Period Dt
Past

d. Click RUN

e. You will then see the results of the most recent 3 months of responses. You can then transfer this information

to your scorecard.

Jan Feb Mar Total

Past 3
Months

Sample Size (Red = less than 100) 18 12 4 41

Overall GSS score 777 8.82 7.07

Drivers

Overall Experience 8.00 8.95 6.50

Overall Senvice 8.33 9.00 7.00

Overall Accommodations 7.61 8.63 575

Quality of Guest Room 7.50 8.63 7.00

Waorking Order of Room Amenities 7.53 8.61 8.50

Cleanliness of Guest Room 7.71 8.89 8.50

Intent to Recommend 772 9.05 6.25

f. You will then need to run the same numbers for the same period last year.  rieperioa: Past3 Monihs

g. To do this, click on the Time Period filter and select Custom Time Period.
h. You will then need to enter the correct dates for the previous year in
the New Custom Time Period that appears.
i. After this is complete, click RUN
j- You can then transfer your results
to your scorecard.

Guest Segment:

| New Custom Time Pericd X
IZDUS VHiJanuary \_'| |LTE]
(2008 ] [March ][5 ] & ]

The following page will show you
how to generate the information

on problems and resolution for your
hotel.

Past 12 Months to Date

“vear To Date '09

Rolling 12 Months (Full Menths)

Calendar “ear 2008

Calendar Year 2007

Calendar “ear 2006

Calendar Year 2005

Past & Months

Past 3 Months

Current Month

Previous Month

Past & Quarters

Current Quarter

Oct-Dec Quarter 08

Juk-Sep Quarter 08

Apr-Jun Quarter 08
a ar Clyarer "08




How To Create Your Top 5 List

The following instructions will help you complete your problems and resolution section of your Customer

Care Monthly Scorecard.

Home

Tahle

Gathering Top 5 Problems for Last 90 Days
a. Log on to Medallia
b. Click on Problems tab

Responses

Coamnare

Satisfaction

Problems Profiler

Snanshnt

c. Click on Time Period pull-down menu and select Past 3 Months

d. Click on Columns pull-down menu and select Type of Problems

e. Click RUN

RivalTracker

Resources

Fast 3 Wonths

&l Guests

4l Guesis

Types of Problems

<= =

lonths

survey Method (no bwfeedback.com)
tapid Response

\ge

3ender

1come

stay Purpose

tay Purpose (Detaily
stay Nights

share of Wallet

{otel Usage

PROBLEMS

Guest Segment: All Guests | Survey Method: All Guests

‘roblems

pes of Problems.

‘omments

‘ommenting On
estaurant

jreakfast

Jecigion Influenced By
Jest Western Name

Water Telephone

hot
water

Reservation Check- Staff  Staff Wake- Room Heating/
accuracy in/ service contact! up call cleanliness cooling/ pressure/
Check- attitude delivery ventilation
out system
0 E 0 0 0 3 2 1

™
remo

Noise Broken Food and Other  Total
te items/ beverage Past 3
repairs Months

o 2 o 3 41

f. Each of the problem types within Medallia will be displayed for the last 3 months.

g. Record the number of complaints by the highest to lowest amount.

h. To further breakdown the Other complaint column, please perform the following steps. You
can then research just those guests that reported Other problems and track them specifically.

1 Satisfaction | Problems . Profiler RivalTracker | Ranker Resources MyRenorls 2
Filter orm
Brand: All w - Bt i iy
Country/State: Al 2 Guest Segment: | All Guests v
District/Affiliate: North America S = W P 0= e R MR, —
: Hon-GCCl Members Run 5
BWI Corp: Al hd Score Filter: Non-GCCl & AAA Members
Multi Prop Owners: | Al v|  Alert Filter: Non, G CLE Sheed Hewsnds Memticrs
Problems
Property: vl Search: @ Problems Experienced
No Problems Experienced
always area arived Best checkin Christine continental courtyard day e Tw&g’ﬁm’:ﬂzmw t friendly front
desk onnd areat orinde helnfill hor know  moming  name never nice — Check-infCheck-out people  Phoenix
Staff service
staff staye  stafr contacyatitude
: Locate Other Comments Wate-up call deivery
=Y 1, Click on the Responses tab Room cleanliness + & &3
. Heating/zoolingfventilation system
2. Click on Guest Segment Water pressure/hot water
Teleph
3.  Scroll Down to Type of Problems ONSES | oo b
i i Noize
4, nghhght Other PR - .
5. Click the Run button P R
Comp = 4 Comments I Records 1-25 of 364
e s A
¥ . . Does not have comments
Guest Name Rsp  Overall Intent Property Commenting On Alert  Activity
Exp. to identifier Housekeeping
Rec Maintenance
. Reservations I
Stanley, Rory 2/23/09 10 10 plan to Billing Error b 3

5
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Our Ranking Compared to BWI System

GSS Score System Ranking

Complaint Ratio System Ranking

QA - Guestrooms/Public Area Ranking

Medallia Satisfaction Drivers - Last 90 Days

Last 90 Previous
Days 90 Days

Overall GSS Score

Overall Experience

Overall Service

Overall Accommodations

Quality of Guestroom

Working Order of Guestroom

Cleanliness of Guestroom

Intent to Recommend

Most R

Customer Care Monthly Scorecard

ecent Quality Assurance Score

GRPA (Guest Room Public Area)

Customer Complaint Ratio

Countable Complaints This Month

Complaint Ratio - Last 12 Months

Medalli

a Problem Analysis - Last 90 Days

% of Guests with Problems

# of Guests with Problems

# of Problems (reported and not reported)

% of Problems Reported

# of Problems Reported

% Handling Exceeded Expectation

% Handling Met Expectation

% Handling Below Expectation

Problem Resolution Rate ((exceeded + met)

Top 5 Problems Reported By Guests

1.

2.

Rank Last Month




1,638

1,326

837
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Best Western - Anywhere
Customer Care Monthly Scorecard

Our Ranking Compared to BWI System

GSS Score System Ranking

Complaint Ratio System Ranking

QA - Guestrooms/Public Area Ranking

Medallia Satisfaction Drivers - Last 90 Days

Last 90 Previous
Days 90 Days

8.19|/8.20 || same
8.291(8.31|| up
8.51|(8.32||down
7.90|(8.16|| up
7.981(8.15)| up
8.35|(8.14 || down
8.13|/8.15||same
8.20||8.21 || down

Overall GSS Score

Overall Experience

Overall Service

Overall Accommodations

Quality of Guestroom

Working Order of Guestroom

Cleanliness of Guestroom

Intent to Recommend

Most Recent Quality Assurance Score

936

GRPA (Guest Room Public Area)

Customer Complaint Ratio

2

Countable Complaints This Month

.1341

Complaint Ratio - Last 12 Months

Medalli

a Problem Analysis - Last 90 Days

17.1%

% of Guests with Problems

7

# of Guests with Problems

14

# of Problems (reported and not reported)

57.1%

% of Problems Reported

# of Problems Reported

25.0%

% Handling Exceeded Expectation

0%

% Handling Met Expectation

75%

% Handling Below Expectation

25%

Problem Resolution Rate ((exceeded + met)

1. Room Cleanliness

Top 5 Problems Reported By Guests

Rank Last Month
2

2. Other Problems (High Speed Internet)

1

3. Broken Items

not on list

4. Heating/Cooling

not on list

5. Check In/Check Out

3




Industry Leading Customer Care Needs Top of Mind Awareness

You will find that the more focus you and your team place on customer care, the higher your overall level of
customer satisfaction will become.

Review Your Customer Care Monthly Scorecard During Staff Meetings

We highly recommend using the monthly scorecard during your staff meetings. This will allow you to focus
on the positives and also the areas of opportunity for improvement. In addition, it will also create a sense of
teamwork and focus on each area of your operation and more effectively relate to their area of expertise.

Easy Access to Scorecard Template

We have included an electronic template so
that you can create your own professionally
designed scorecard. To access,

1. Simply go to mybestwestern.com

2. Go to the Operations tab on the top menu

3. Click on Customer Care on left hand menu
4. Click on Problem Prevention & Resolution

5. Click on Customer Care Scorecard Template

Best Western - Anywhere
WESY Customer Care Monthly Scorecard

- Posting the scorecard throughout your
hotel is a great way to keep everyone
focused on their progress and creates pride

and determination in your organization.
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o actively create a
special experience with
each person | come in
contact with. | Care!




	I: 
	Text 1: No matter whom you talk to, or what study you read, the number one concern and expectation of every guest deals with the condition and cleanliness of the guestroom and property.  In order to provide your guests with a product they expect and deserve, a systematic approach to cleaning and maintaining the property is required.  Along with a cohesive working relationship between your housekeeping and maintenance departments, these systems will enable you to provide your guests with clean, well maintained and functional accommodations.

The condition and cleanliness of your property is more than a housekeeping and maintenance issue.  Although it is true that the better the condition and cleanliness of the property, the higher your Quality Assurance Assessment scores will be, the condition and cleanliness of your property is a guest relations and guest service issue as well.  Accommodation complaints account for approximately 24% of the total complaints received by the Customer Service department at Best Western International.

In addition, studies have clearly shown that the cleaner and better maintained a property is, the higher the average daily rate and occupancy will be. A recent  Best Western review of properties with high Medallia ratings for levels of cleanliness and maintenance, 
show on average annual room revenue of $300,000  higher than a 
low scoring property in those categories. So the higher the quality experience is for the guest, the more money they are willing to pay!

This booklet focuses on the three key activities of 1) Preventive Maintenance, 2) Deep Cleaning and 3) Self Inspections. In each section, there are attached documents to assist you and 
your properties to implement and track these activities. Proper implementation and consistent application of these programs will 
help to assist your property attain higher levels of cleanliness and maintenance, which will directly lead to:
   • Higher guest satisfaction
   • Lower customer complaints
   • Higher QA assessment scores
   • More satisfied staff
   • More efficient and productive operations
   • Lower expenses
   • More revenue

	Text 5: 2) Implement a Preventive Maintenance Program

“Preventive Maintenance" (PM) is a systematic and proactive approach to ensure all equipment, machinery and rooms are in good working order and condition. A good PM program will also discover problems and allow them to be corrected before a guest finds the problem.”

An effective Preventive Maintenance program will:
•  Increase the life of equipment and
   room furniture, fixture and
   equipment, therefore lowering
   capital expenditures and 
   renovation costs
•  Decrease the quantity of Work
   Orders created
•  Increase satisfied guests, improve
   GSS scores and reduce complaints
•  Decrease “emergency”
   maintenance issues
•  Reduce “rooms out of order”
•  Increase profitability




	Text 6: The system can be used in guestrooms, public areas, supplemental facilities and for mechanical equipment. Simple manual PM programs can be easily implemented using paper checklists. However, larger properties should install PM software, which is more effective and efficient. Whichever method is used, the key is to implement the program and ensure the checklists are used and the inspections are completed regularly. 
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	Headline Box 3: Deep Cleaning
	Text 7: What is "deep cleaning?" It is the thorough cleaning of a room to make it “in like new condition” It is important because in the daily cleaning of a room a housekeeper only cleans the obvious and necessary items in the room. Deep cleaning includes a thorough cleaning of everything... every item in the room.   Without a periodic deep cleaning of every room in the hotel rooms may start to take on a stale smell and/or a tired appearance, and hard to reach areas become unacceptably dirty or dirty….i.e. under the bed. Like self-inspections and preventive maintenance, consider deep cleaning as an investment in the quality of the room and improved guest satisfaction. 


To address these issues, a monthly (at minimum) deep cleaning program is highly recommended. This type of program is designed so that in addition to regular servicing of the guest rooms, certain specific items are added to the room attendant’s normal responsibilities, on specific days of the month. To implement this program, each morning the head housekeeper should review with the room attendants (or write on the top of their assignment sheets) the “Item of the Day”. The deep cleaning schedule provided should be used as an example to develop your own customized program based on your specific property and rooms.  


	Text 8: At highly seasonal properties, 
an alternative deep cleaning program would be to place sections or blocks of rooms out-of-order during slower seasons and the completely strip 
and deep clean sections of rooms 
at a time. 

Deep cleaning should be flexible in relation to the activities of other departments. For example, if the maintenance department scheduled extensive repair work for several guest rooms, the housekeeping department should coordinate 
deep cleaning of the rooms after maintenance has completed their repair work. Careful planning for 
the hotel with the least possible inconvenience to guests or to 
other departments.

The key is to have the cleaning 
staff use checklists to ensure nothing is missed, and to track which rooms are done and when they are done. Finally, ensure that supervisory or management personnel check 
the rooms after completion for consistency and high levels of cleanliness… and that nothing 
has been missed.


	Text 9: Deep Cleaning Tools
• Guestroom Deep Clean Checklist
• Housekeeping Deep Clean  
  Summary
• Housekeeping Checklist
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	Headline Box 4: Self-Inspections
	Text 10: Every program needs a starting point.  If the only times inspections occur at your property are during a Best Western Quality Assurance Assessment, you are probably receiving lower than desired Quality Assurance Assessment scores plus negative comments from your guests, higher customer complaint ratios and lower Medallia ratings.  

Inspecting your rooms avoids unexpected surprises with your guests and ensures that every guest has a great experience while staying at your property. By establishing and performing regular self inspections 
of your guestrooms you are making an investment in your guests’ satisfaction…  what better investment can you make than increasing your guest’s’ satisfaction?

When conducting a self-inspection, and in addition to using a checklist, you should look at the guestroom and public areas from the guest’s point of view.  Do things a guest would do.  For example, sit on the bed and look around, sit on the chairs, look out the window, turn on the television and turn on the lights.  Doing an inspection from these additional points of view will help detect a problem (deficiency) before the guest does.



	Text 11: Some items you inspect will 
require you to look at more than 
one area of the specific item.  
For example, the telephone.  
To inspect the telephone you must look at and check the following:

• Appearance, secure, no visible 
  damage.
• Clean (Does it look clean, is it 
  clean?)
• Functions (Does it work, good 
  volume, rings in and out?)
• Are dialing instructions posted?
• Is the cord adequate in length, no 
  damage, secure?

To conduct an accurate inspection, the supplied Quality Assurance Self-
Inspection Form must be used in all public areas and supplemental facilities of the property and 10 randomly selected guestrooms. The use of the Self-Inspection Form, if used properly, assures items and areas are not overlooked and that you keep track of the deficiency points. The deficiency calls are defined with different points, depending on if the items required Cleaning, Repair, Replacement, or Update (Budget). At the end of the inspection, you will then have a 
score to measure your cleaning, maintenance and replacement efforts.

For the Quality Assurance 
Self-Inspection Form, please contact
your assessor/RSM or your Best
Western office.


	Text 12: In addition to a regular full Quality Assurance Self-Inspection program, it is also important that each guestroom receives a brief inspection before the room is deemed "ready to rent," and is placed into Vacant/Clean status. A housekeeping supervisor, hotel manager or other person trained to inspect rooms should spend 2-3 minutes checking the room after it is cleaned. Look for obvious items that were missed in cleaning and check to endure the key elements of the room are in proper working condition, such as the televisions and remote. Only once has this occurred should the room be made available for the guest. 


	Headline Box 6: 10 Easy Ways to Improve QA Scores
	Text16A: 1. Use Checklists
	Text16E: 5. Start a Preventive Maintenance 
    Program
	Text161: 9. Spend the Night at Each of Your 
    Competitors
	Text16B: 2. Conduct Self Inspections
	Text 16: 
	1:    • Walk the property daily.
   • Know your property.
   • No surprises.
	5:    • PM is a systematic and proactive 
     approach to be sure all equipment 
     and machinery is in good 
     working order with minimal 
     down time.
   • Increase life of equipment and   
     rooms therefore lower capital 
     expenditures and remodeling 
     costs.
  •  Decrease in number of work
     orders.
  •  More satisfied guests. and
     reduction of complaints.

	Text16J: 10.Work with Your Assessor/RSM
	Text16C: 3. Implement a Work Order System
	Text16: 
	9:    • Stay in their regular rooms.
   • Compare the experience between 
     what you are providing and the
     product and amenities of the
     competition.
	2:    • Have rooms inspected every day.
   • Have Housekeepers check each 
     other’s rooms.
   • You inspect rooms with 
     Housekeepers.
   • Implement a regular full Quality
     Assurance Self-Inspection 
     program.
   • More satisfied guests and 
     reduction of complaints
	10:   • Your Assessors/RSMs are   
     continually trained to
     provide the Members the very   
     best in Operational Services and 
     advice.
 •  They can help you access 
     assistance from Best Western.
	3:    • System should reduce oral 
     communication as well as
     paper work.
   • Have the ability to prioritize work.
   • Easily provide Management with 
     the ability to evaluate the flow of 
     problems and the time required to
     correct them.
	6:    •  3-year reinvestment strategy.
   •  Used to upgrade facilities and 
      replacement of worn
      furnishings and equipment. 
   • These funds are in addition to 
      routine repair and maintenance.
   • A capital replacement reserve
     fund of a minimum of 3% to 5% 
     of gross sales is necessary. 
	4:   • Addresses certain areas and 
     features commonly
     overlooked.
  • Specific items can be added each 
    day to their normal duties.
	7:    • Instrumental in keeping up 
     cleanliness standards.
   • Motivate employees.
   • Boost employee morale.
   • A fun and rewarding way to 
     achieve your goals of overall 
     improved property condition.
	8:    • Randomly select a regular guest 
     room and stay the night. 
   • You will receive a first hand   
     perspective of what your guests 
     actually are experiencing, not 
     just what you think they are
     experiencing.

	Text16F: 6. Capital Plan
	Text16K: UTILIZE YOUR Assessor/RSM.
	Text16D: 4. Deep Cleaning Schedule
	Text16G: 7. Incentive Plans for Staff
	Text16H: 8. Spend the Night at Your Hotel
	Text 17: Here are some examples of good, on-going incentive programs for the Housekeeping department.  To keep examples simple and less wordy, room attendants will be referred to as a female.

1. CASH MONEY PROGRAM.  Hide a money bill (value of approximately 1/2 hour of their labour) in one room.  If the money is found, the room attendant is congratulated for her thoroughness and the money is hers.  If the money is not found, show the attendant where the money is hidden.  Then, explain how the money would have been found if the cleaning procedure (for the area where the money was hidden) had been followed.

2. MORE MONEY PROGRAM.  This program is a weekly program and rotates among the room attendants.  At the end of each week, one attendant is selected for the program.  She is given ten euros/local currency equivalent and a copy of her weekly room-inspection report.  For every major discrepancy on that report, she gives back one euro/local currency equivalent (up to eight total, she gets to keep two).  Reinforce the fact that the 10 euro/local currency equivalent was hers, and if there had been no major discrepancies she would still have 10 euro/local currency equivalent . Instead, she only has X euro/local currency equivalent.


	Text 18: 3. QA ASSESSMENT PROGRAM.  This program is tied directly to the QA Assessment Report:

a) In the QA Program, each room attendant has her rooms inspected X times per week, based on her previous week’s quality grade score.  During one month, ten (10) rooms of those inspected would be chosen for the incentive program.

b) At the beginning of the month, each room attendant receives a worksheet with a starting cash amount, i.e., 50 euros.  

c) Using the QA Assessment form for rooms, the housekeeper would put a star by the room to indicate it is part of the incentive program and conduct a normal inspection of the room.

d) As cleaning mistakes (discrepancies) occur, each attendant is “fined” for the mistake(s).  The cost of the fines range from small amounts to larger amounts, depending on the severity of the discrepancy.  There are also opportunities to increase the original amount.  If an attendant goes over and above the call of duty, she can receive cash awards depending on what was done.  Their awards are called “rewards”.



	Text 19: e) At the end of the month, the incentive payment can be given out in one of two ways, depending on the total amount allocated for the department’s incentive program.  
The two ways are:  (1) all staff members receive payment, or 
(2) only the top four staff members receive payment.  In either case, 
one of the rules should be that the attendants quality grade score was 80% or above for the month.

No matter which incentive program you select as your departments on-going program, have an occasional “surprise” program.  
This helps to keep staff wondering what is coming next and they will look forward to being on the job tomorrow.
	Headline Box 7: Sample Housekeeping 
Incentive Program
	Text 17-7: 4. CLEAN-UP CASH.  Offer a small room cleaning incentive per room if the room passes inspection.  Use this during a busy season – the summer vacation months, for example – when other hotels are competing for a limited labor supply.

5. BEST EFFORT EARNS A BONUS.  Extra effort earns extra cash in this monthly competition.  Points are awarded (0-15) based on the Best Western Quality Assurance inspection form.  Rooms are inspected daily by the General Manager, Manager on Duty and/or Executive Housekeeper.  Housekeepers may go on any inspections.  A weekly spread-sheet is posted in the Housekeeping Department so all housekeepers can read up-to date scores.  At month’s end, the housekeeper with the highest point value receives a cash bonus.

6. BOOSTING MORALE.  Low morale in housekeeping can affect every aspect of a hotel’s operation.  Create a program to show housekeepers that the work they do is absolutely essential to your operation.  Host a catered luncheon once a month just for the housekeeping and maintenance staff.  Feature fancy foods from steak to strawberry mousse.  During the luncheon, various managers talk about how their department is affected by housekeeping’s work.  Also make the luncheon a forum at which housekeepers can discuss problems and suggest improvements.

	Text 18-7: 7. GUEST SATISFACTION PAYS.  Here’s an incentive based on positive guest response, not an evaluation by hotel management.  Each day the housekeeper leaves a tent card with her name on it in each room that she cleans.  Each good comment earns the housekeeper one lottery ticket.  The housekeeper with the highest weekly total of positive comment cards receives an additional three lottery tickets.  Lottery prizes can include gift certificates at department stores or grocery stores, as well as items from the hotel gift shop or restaurant.

8. GET IN THE GAME.  Each housekeeper who does not miss any scheduled days, arrives on time each day, and meets room inspection requirements is allowed to play in a Bingo game each Tuesday during the lunch hour.  The winner of the Bingo game earns cash.


	Text 19-7: 9. KEEPERS ARE WINNERS.  Use the “Jeopardy” program during a busy season when housekeepers may need some morale-boosting.  Each housekeeper should be inspected two or three times during the period and have the opportunity to earn extra cash.  The hotel gives each housekeeper cash but in small coin amounts, then takes back a coin for each deficiency.  Feedback is given with each discrepancy to let the housekeeper know how to correct the problem.  Other departments are involved too:  the maintenance department receives cash in coins  and has coins deducted when maintenance deficiencies are found; and anytime a housekeeper must surrender a coin, the money is given to the laundry department which divides the accumulated coins among laundry workers.

	Headline Box 8: Customer Care Monthly Scorecard
	Headline Box 2: Preventive Maintenance
	Text 4: A proper maintenance plan is key 
to prolonging the life of a hotel’s capital investment and providing each and every guest with properly functioning and well-maintained accommodations for a truly enjoyable experience. The following are two suggestions for improving your guest’s experience and also increasing your Quality Assurance scores.

1) Implement a Work Order system   
to report current maintenance 
problems. 

Waiting for guests to report 
problems is a sure way to maximize complaints, reduce GSS scores and minimize repeat stays. All employees must be proactive in reporting maintenance issues to the maintenance staff and hotel management. The key to a successful Work Order system is follow-up to ensure that the required jobs have been satisfactorily completed.

The system can be as simple as multi-part Work Order forms, or as complex as software which may or may not integrate with the hotel’s property management. The key is to implement a system that works for the property. The system should:
•  Reduce oral communication and
   minimize paperwork
•  Have the ability to prioritize jobs
•  Easily provide management with
   the ability to evaluate and track the
   flow of problems and the time
   required to correct them
	Headline Box 2a: Preventive Maintenance
	Text 6a: An example of how this works:
At the same time each day or week, schedule maintenance for a fixed amount of time for PM work and ensure it does not change. For example, 15 minutes per room for four rooms each (1 hour total) Monday, from 11am-noon. If you have a 32-room hotel, then all rooms will have received PM in eight weeks. Maintenance should have a cart of tools, equipment and supplies with them at each rooms to immediately correct the most common issues “on the spot”, which will save them time and you money. In addition, ensure the maintenance staff recognize and report to housekeeping any serious cleaning issues, such as dirty carpets, windows, etc. Also be sure to set aside a certain time each week to inspect the lobby, corridors, supplemental facilities and regular mechanical equipment inspections and maintenance.

	Text 6b: The most important part of the system is to ensure:
• Checklists are completed
• Task are identified and passed to
   the responsible party
• Follow up to ensure completion by
  either by management or
  supervisors.  

	Text 6c: Preventive Maintenance Tools
• Maintenance Request Form
• Preventive Maintenance    
  Checklists
• Preventive Maintenance 
  Summary

	Headline Box 1: Ensuring Quality


