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OVERVIEW

S.T.E.P.S. stands for System To Enhance 
Productivity & Service.

S.T.E.P.S. is a managed system that re-engineers 
how the Housekeeping Department approaches 
servicing rooms to achieve maximum productivity 
while focusing on quality.

S.T.E.P.S. is a complete program designed to 
achieve record efficiency from a Hotel 
Housekeeping Department while improving the 
overall Guest Service Experience. 
Reviewing/Revising task such as: Scheduling, 
opening the house, and Servicing the room.
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• Housekeeping productivity has been relatively unchanged over the years—current departmental

structure doesn’t allow for increased productivity

• Housekeeping room cleaning processes have also remained relatively unchanged for decades

• The majority of hotels average 0.50 Hours per Occupied Room in Housekeeper productivity by

cleaning 14-18 rooms daily

• To provide Room Attendants skills and technique training so t hey can be efficient, and work with 

less energy                           

• To go beyond cleaning the room by responding to guest clues on what is important to them

WHY THE CHANGE:  

OUR FOCUS:    

• Implement the S.T.E.P.S. process which will create an opportunity for:
- Productivity gains
- Improved Guest Service
- Associate engagement improvements



• Saving on the general payroll 

- Reduction of overtime

- Elimination of bought/sold rooms

• Reducing the need for current contract labor levels

• Reducing operational expenses

• Dedicated training for Housekeeping staff focusing on improved quality and consistency

• Cuts new hire and benefits costs through staff retention

• Diminishes operating expenses through improved techniques

• Improves overall guest experience through a higher quality guest room and service 
enhancements 

Benefits  of  S.T.E.P.S.



IMPORTANT INFORMATION
• STEPS is a comprehensive training program that has been developed, enhanced, perfected 

and tested over the past 15 years.

• Our “PDQ Directors” have all had Housekeeping Management experience and have been 
either General Managers or held Corporate positions previously.

• The savings begin immediately and continue improving as the skills of the Room Attendants 
improve.

• Tracking and troubleshooting is reviewed by the PDQ Director and the reports are viewable by 
the General Manager daily.

• The training provides the Room Attendants with the skills to service a room efficiently while 
focusing on what is important to the Guest. They are trained on the basics of servicing a room 
and shown the proper techniques of cleaning using muscles not articulations. This decreases 
the possibility for repetitive stress injuries.

• To Date PDQ has partnered with over 1500 hotels in over 25 countries.



AVERAGE HOTEL YEARLY RESULTS 

HOTEL YEARLY RESULTS EXAMPLE
300 room Hotel at 70% occupancy

$8.00 Average Room Attendant wage

Cleaning 16 rooms per shift (.50)

Annual R.A. payroll +15% P.C. = $352,590

Same Hotel After STEPS

Implementation

(.34) = $239,753

an annual savings of $112,829



HOW DO WE GET THE RESULTS?
OUR PDQ DIRECTORS:

• Observe and evaluate each Hotel’s operation (Day 1)

• Provide detailed training for Hotel’s key staff that are involve d

• Present Live Demonstrations (Group & One-on-One)

• Implement Tracking and Quality Mechanisms

• Lead All Training Classes

• Support your “Go Live” day and assist with any challenges

• Provide operational consulting above and beyond the S.T.E.P.S. process

• Consistently Follow-Up and provide advice on “Best Practices”



LAUNDRY REVIEW  
• Analyze Linen Distribution System

• Reviewing scheduling

• Train Attendants on proper folding techniques

• Establish a Cart Loading Standard

• Review Chemical Program

• Review loading and sorting task for laundry cost 
effectiveness

CHEMICAL AUDIT
• Review Housekeeping Chemical Program

• Training on proper use of chemicals on different surfaces

• Review the pH of all housekeeping cleaners, proper use and 
safety

• Review proper labels

• Review proper use of spray nozzles for effective use of cleaners



ROOM ATTENDANT TRAINING
WE FOCUS ON THREE AREAS TO ACHIEVE
QUALITY AND EFFICIENCY:

• The S.T.E.P.S. Cleaning Cycles: Processes to ensure consistent cleanliness and 
sanitation of all guest rooms

• Housekeeping Skills: Focusing on ergonomics and body energy distribution used 
to service guest rooms

• Housekeeping Tools: Ensuring all the room cleaning chemicals and tools are used 
correctly to reach maximum efficiency and productivity



25% of the hospitality workers are room attendants

70% of employees in limited/select service hotels are room 
attendants

Lost time incidents are higher in housekeeping departments

STEPS process includes safety tips in each cleaning cycle and each 
training module. 

Safety  and Housekeeping



• Safety: We consider Safety the most valuable asset

in a cleaning process. Therefore, we strive to

recommend proven tips on:

• Chemical Use

• Use of Gloves

• Task Sequence

• Ergonomic Techniques

• Loading & Pushing of the Carts

Safety and Housekeeping



WHAT IS INCLUDED WITH S.T.E.P.S

• Complete training manuals and materials; property orientation, Room Attendant training

• A PDQ Director is assigned to each hotel to monitor progress and be a resource for any 
hotel requests

• Opening procedures are specifically designed for each property by working with 
housekeeping leadership and a template for room inspections is left for utilization at the 
hotel’s discretion

• Incentive Plans are available to reward exceptional performance for all Room Attendants

• Daily, Weekly and Monthly tracking reports

• Daily productivity documents

• Tools and reports to assist the Housekeeping Departments



FINANCIAL RESULTS





FAST FACTS                
• Once the PDQ STEPS process is fully implemented, the service scores have improved in 90% of 

hotels

• The PDQ STEPS process has been implemented in most all branded Hotels: Marriott, Hilton, 
Westin, Radisson Blu, Sheraton, Wyndham, Renaissance, Omni, Embassy Suites, DoubleTree, 
Crowne Plaza, etc.

• The PDQ STEPS process has been implemented in all types of hotels: High Rise, Multiple Buildings, 
Resorts, All Suite, Full Service, Limited-Service, Extended Stay, Condos, Luxury, etc..

• The PDQ STEPS process has been implemented in hotels ranging from 50 rooms to 2000 rooms.

• The PDQ STEPS process is designed around the unique needs of each individual Hotel. It is not 
delivered as "One Size Fits All"

• If PDQ is not successful, there is no cost to the hotel



HOTEL RECOGNITION
I have to say, I have sat in a lot of training sessions and by far, this is the most beneficial training I have sat 
in. Nancy came up to me and said the very same thing. You can just see how much the GM’s and Exec’s 
learned from it. From roll playing on how they greet a new hire their first day so they can see the 
difference between doing it the right way and how they might be doing it to having an actual training 
plan that they go over with the new associate to the 5 minute follow up with a new associate at the end 
of the day that probably most properties aren’t doing. So much of what Manny spoke about, especially 
on the 2nd day can be applied to any department in the hotel, not just housekeeping.

Senior VP of Operations
Minnesota

It has been a revelation, not just another ‘how to be productive’ training session, but how to clean 
efficiently and more effectively in both time and effort. Also, we love the “identifying guests” 
requirements and needs. I cannot wait to see the increase in comments and Salt scores. The stayovers 
have become ‘guests’ rather than ‘rooms’ to be cleaned.
Should anyone need convincing of the benefits of the STEPS program, please have them contact me.

Regards
Robert
Hotel Manager, UK



HOTEL RECOGNITION
Good Afternoon Mr. Newman,

Just a quick note of thanks as well as recognition for a job well done this week by Hector, Paul, and 
Fiorella.

As a veteran in the industry, I enjoyed the training that was conducted, and it was a great refresher on 
some things, as well as an eye opener on others. Safe to say, even this ‘old dog’ learned some new tricks, 
courtesy of your trainers. We’re excited to implement what we learned and cannot wait to see the 
positive results.

As the Senior Director of Operations, I was so impressed with Hector’s ability to communicate and connect 
with my team, which really played a huge role in our team’s embracing this program. If Hector ever retired 
from what he is doing, he could probably do stand-up comedy and just tell stories about the hotel 
business! He immediately wins people over and is very skilled and expressing what he needs us to 
do. Traits of leader, most certainly.

Not to be overlook our other 2 PDQ representatives, Paul was very dialed in and shared several 
outstanding observations and tips. Fiorella did a fine job demonstrating and working the process with our 
team as well. They all worked very well together, and are extremely competent in the housekeeping field.

Thanks again!

General Manager
Wilmar, MN



HOTEL RECOGNITION
Mr. Newman,

The TRAINING process is wonderful. We have one room attendant that completed day two of the training and it will truly 
lead to our success. It takes more planning and commitment but once Tiffany and Lura committed to those two-three hours 
each day they could see how doable it was to train that way.

We have our orders in for the carts; this is going to be so important to keep people moving in a timely manner; we already 
see improvements so it will be even better once we have our satchels.

You made a real impact on the gloves – YEA! We are doing our checks and the team has been following the correct steps 
with the correct tools. We have their buy in!

Thank you! Taylor and I are sold on the program and process and look forward to continuing to hold ourselves and team 
accountable.

General Manager
Maple Grove, MN

Mr. Newman,

I just wanted to take a moment to thank you and all the Team at PDQ Consultants for the implementation, 
and ongoing service you have provided with the STEPS program. It has been a great impact on our Guest 
Satisfaction results, improving our cleanliness scores 1.9% YOY. We have also seen a drop in our costs for 
cleanings supplies by $2,000 YOY. What great results! Most important my Team has a newfound confidence in 
fulfilling quality service to our Guests. The same service you have provided to our Team again and again. I 
can’t thank you enough.

Yours in Hospitality,

General Manager
Deptford, NJ



HOTEL RECOGNITION
I could not have been more satisfied with PDQ’s service excellence. The training delivered was very well 
received by all the staff and management who attended and all the housekeepers were very impressed 
with the level of the training and the 10-step program. As you are aware, my Housekeeping team is quite 
a challenge with a strong union, but your team members were the perfect trainers, showing patience and 
resolve.

There is no doubt that the 10-step process implemented has already positively affected our Medallia 
scores and guests satisfaction. I cannot wait for anyone from PDQ to come back for a follow up training 
or inspection. You have made me a believer that no matter how bad the situation is, PDQ can and will 
make a positive difference.

So from my entire team, Thank you very much for all you have done already and I am looking forward to a 
long partnership with PDQ.

Best,
Jean-Marc
General Manager
Philadelphia



LETTER OF RECOMMENDATION 
Hi Duane,

A quick note was appropriate to thank you for introducing me to PDQ and the STEPS process almost 15 years ago.

Although I was skeptical, you had me intrigued by your guarantee and partnership with the results of the program. If we do well, then you do well. I like 
aligning myself with groups like yours. It has paid off big time! It has also been exciting to watch the evolution of PDQ over the past 10 years. You have 
proven that PDQ is the premier housekeeping and laundry experts in the industry.

The implementations aren’t always easy and sometimes come with the some skepticism on the property level as I initially had. We have now been 
partnered with PDQ for almost 15 years and the results have been amazing! To date we have implemented all of our 100+ hotels which includes numerous 
brands i.e.: Marriott, Hilton, Embassy Suites, Wyndham’s, Doubletrees and more!

The GMs supported the rollout and their comments are overwhelming; they have: ·
• Reduced productivity from a rolled up .53 to .35 ·
• Reduced benefit expense ·
• Reduced recruiting dollars

Laundry savings: Linen costs, chemical costs, and payroll ·
• The employees are earning anywhere from $600 – $2000 additional annually from the incentive plan. ·
• Our overall quality and services scores improve on an average of 4 to 5 points or 10-20%. ·
• Overall labor dollars in Room Attendants has decreased over 3 5% to 40% and we have saved millions of dollars. The beauty is that will never stop!

You could speak with any GM in my company and they would be your largest supporter.

Thanks again, I look forward to a continuing relationship.

Sincerely,

Robert Burg - COO Aimbridge Hospitality, LP
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