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Abstract: Changes in the business model within the leisure and hospitality industry over the past decade have resulted in
increased workload and stress among the maid and housekeeping personnel. The tasks performed by these personnel are
frequently done under time pressure to turn around the rooms and get them ready for occupancy. Hotel housekeepers are
exposed to serious occupational risks in the course of their normal work duties. The occupational injury rate and severe
injuries rate among maids and housekeeping personnel are much higher compared to most other service workers. These
injuries decrease employee productivity and increase workers compensation costs for employers. This paper discusses the
current trends in injuries among the maids and housekeeping personnel and aims to provide viable techniques to effectively
reduce the injuries and days away from work among this workforce group.
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1. Background
The leisure and hospitality industry is very dynamic in nature that aims to keep up with fast changing consumer
attitudes and behaviors. These consumers include both business travelers and vacationers who each have a different set of
needs and desires. Both types of consumers need hotels and similar establishments that provide them with a home away from
home and relief from day to day housekeeping chores (Kane & Personick, 1993). A number of factors go into the consumers
consideration of which hotel is selected. Among these factors is the ability of hotels to effectively provide their customers
with these high quality services. These services and amenities contribute significantly to the hotel rating and position in the
market. In the current economic market, maintaining the standards and quality of service that is expected by the consumer is
a very difficult task and requires a good housekeeping department. Almost every hotel in the world has (in one form or
another) a housekeeping department. Housekeeping departments are primarily made up of maids and housekeeping staff
(together often referred to as Guestroom Attendants). As a result, the leisure and hospitality industry provides employment to
millions of workers, a majority of whom are involved in performing cleaning and maintenance tasks.
Housekeepers constitute the single largest occupational group in the hotel industry and include room cleaners (maids
or room attendants) and housemen. Approximately 29% of hotel workers are employed in housekeeping departments (BLS,
2010). In the United States, hotel workers are nearly 40% more likely to be injured on the job than all other service sector
workers. Hotel workers also sustain more severe injuries resulting in more days off work, more job transfers, and more
medically restricted work compared to other employees in the hospitality industry (BLS, 2005).
Housekeepers are vitally important within the hospitality industry because it is their work that ensures good hygiene
as well as maintains the high visual standards of a property. Inferior housekeeping can lead to poor customer perceptions and
negatively impact establishments in a very competitive marketplace. Typically, housekeeping is the largest department in all
hotels and their basic duty is service delivery to the customers. It is very important to have a good housekeeping department
for the guest comfort, safety, and health. Table 1 provides a list of typical tasks that are performed by housekeeping staff
(UNITE HERE, 2006).
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