
Case Example:  Hospitality – Front Desk 

Hotel front desk 
BEFORE Kaizen  AFTER Kaizen 

12/2011 

• Inconsistent labor 
productivity 
performance 

• Low guest service scores 
at check-in 

• Unacceptable 
transaction times at 
check-in 

• Inconsistent employee 
performance during 
customer interaction 

 

 

 

 

 

 

 

 Reduce paper processing 
($9,000 annual cost savings 
in forms) 

 Simplified back to back 
reservations (reduced 8,200 
transactions annually) 

 Clear standard  work for 
Check-in and Check-out. 

 New volume based 
scheduling tool created 
consistent approach to 
staffing 

 
 

 

 
Scheduling accuracy =  

~ $150,000 in annual labor savings 

Volume based schedule tool to meet customer expectations 

 and manage labor effectively 

Clear employee standards to assure guest satisfaction 



Case Example: Entertainment Industry 
MPS Housekeeping 

Completed Items Results 
 

• Developing SOPs for inventory 
flow in all areas 

• Began process to move 
housekeeping specific items 
from warehouse to on site ( P3) 

• Relined P1 and P3 storage areas 

• Established routes and flows 

• Standardized Midnight Janitor 
refill cart and process 

• Reduced redundancy in tasks 

• Improved GRA productivity to 
turn rooms over quicker  

 
• Future improved Total Service 
Scores for Hotel Housekeeping 

 
• Increased controls and 
accountability of inventory 

 
•Reduce in 5 FTE’s  

 
• Future inventory reduction 
 $ 21,000 

 
• Future Warehouse cost reduction  
 $    2,500 per year 

ONE IMPROVEMENT EVENT IN Nov. 2011! 

11/18/2011 

 >$250 annual labor saving and $21k inventory savings! 

Objective: Ensure equipment and amenities are available for 
GRA’s. Target to achieve total service scores of 75.3% for  
room ready and housekeeping during stay. 
 
Scope: Review and standardize process to maintain supplies in 
breezeways in both the Towers. 

 
Product Description Infinium codes

Daily 

Demand Case size - subcases Container Container size LT SS

Recomm

ended # 

of 

Kanban 

(boxes)

Actual # 

of 

Kanban 

(boxes)

Shampoo 30 ml 1200100-002 24 300/6 sm box 50 1 0.48 2

Conditioner 30 mlz 1200101-002 24 300/6 sm box 50 1 0.48 2

Lotion Body 30 ml. 1200102-002 24 300/6 sm box 50 1 0.48 2

Gel Bath & Shower 30 ml 1200103-002 24 300/6 sm box 50 1 0.48 2

Rinse Dental 30ml. 1200104-002 1 288/4 med box 72 1 0.013889 2

Soap Facial Aloe 30 gram 1200105-001 24 400/4 med box 100 1 0.24 2

Shower Cap 1200110-002 24 1000/4 indiv. 1 1 24 24

Disposable Water Cups 1400072-001 96 1000/20sleeves sleeve 50 1 1.92 2

Disposable Coffee Cups 1400010-001 48 1000/20sleeves sleeve 50 1 0.96 2

Disposable Coffee Lids 48 1000/10sleeves sleeve 100 1 0.48 2

Coffeemate 1000/3gm 0700570-002 96 1 box of 1000 indiv. 1 1 96 96

Equal 0700571-002 96 1 box of 2000 indiv. 1 1 96 96

Caesars  Sugar 0700904-001 96 1 box of 3000 indiv. 1 1 96 96

Tea 0700703-001 48 1000/10 indiv. 1 1 48 48

Coffee-Reg-Pods 0700902-001 48 1 box of 100 indiv. 1 1 48 48

Coffee-Dec-Pods 0700903-001 48 I box of 100 indiv. 1 1 48 48

Stir stix 1400052-002 72 10000/10 box 1000 1 0.072 2

Pens Hotel Log Caesars 1200115-002 24 1000/20 box 50 1 0.48 2

Opinion Survey Caesars 24 I box of 1200 indiv. 1 1 24 24

sign/Do Not Disturb Caesars 2100046-002 1 1 pack of 100 indiv. 1 1 1 2

Paper note pads Caesars 2100017-002 12 1 case of 600 indiv. 1 1 12 12

Letterhead 2100066-001 12 1 case of 1000 indiv. 1 1 12 12

Envelopes 2100067-001 12 I case of 250 indiv. 1 1 12 12

Garbage Bags (LRG)42x48" cl 1300031-001 4 1 box of 100 box 100 1 0.04 2

Gar/Bathing suit bags 12x6x20cl 1300032-002 48 1 box of 800 box 800 1 0.06 2

Ice Bucket Bags 24 1 box of 1000 box 1000 1 0.024 2

Kleenex - 2 ply Signature 1300024-003 12 1 case of 48 boxes indiv. 1 1 12 12

Toilet Paper 1300025-002 36 1 case of 80 rolls indiv. 1 1 36 36

Gloves Blue - med 1300079-001 17 1000/10 box 100 1 0.17 2

Gloves Blue - lg 1300080-001 4 1000/10 box 100 1 0.04 2



Case Example: Entertainment Industry 
Housekeeping Standard Work 

BEFORE Kaizen  AFTER Kaizen 
•Current  83 Full Time and 54 Part 
time Housekeepers 
 
• Poor Scheduling 
 
• Poor Safety Record 
 
• Poor Service Levels 

• Can achieve 15 points with 56 
FTE’s 
 
• Dramatically simplified, real-time 
scheduling process 
 
• Dramatic improvement  in the 
Quality of the Room 
 
• Eliminated Stock-outs 

ONE IMPROVEMENT EVENT IN Sept. 2011! 

9/17/2011 

 >16% Productivity improvement with a huge increase in Quality & Safety! 

Identified a $700k savings in FTE’s 

Reduced an addition $600k in other saving 

Kaizen Objectives 
 
•Understand customer demand and develop TAKT time 
•Achieve daily standard of 15 points from 12.6 points average 
•Reduce walking distance 
•Reduce cycle time to meet TAKT time 
•Improve Suite Attendant Quality of Life 
•Improve TS scores for Rooms Well Equipped from 91.6 to 
96.8 
•Improve TS scores for Rooms Clean at Check-in from 76.0 to 
78.6 
•Improve TS scores for Housekeeping During Stay from 71.0 to 
75.3 
•Reduce Benchmarking from 23.9 to 19.28 



238 Room Luxury Hotel With Increasing 
Demand and Unemployment of <2% 

Before Kaizen 
• Need more people to 

handle upswing in demand 

• Perception of Team 
Members lacking skills to 
clean a room 

• Team members are cleaning 
the clean areas in some 
assignment and missing 
areas in others 

• There are no people to hire 

• Team  Members scheduled 
to zones regardless of 
volume fluctuations 

• Labor budget created based 
on best guess 

• Turn up rooms that were 
turned down and no show
  

 

 

 

 

 

After Kaizen 
• Weighted Average of 13 min 

reduction in cycle time 

• Standard work to ensure that all 
required areas are in cleaned 
right once. 

• Increase productivity from 9.5 
rooms to 12 per Team Member 

• Training matrix in place in order 
to “Certify” Team Members 

• Open Capacity for Supervisor  

•  No Turn down beds for no 
shows by 20:00 (50 150 min per 
day) – to be reinvested next 
week 

From 9.5 rooms cleaned to 12 

HK 623000 (US 80,458) Annual Saving  



Resort with indoor water park growing over 40% year 
over year 

Before Kaizen 
• No standard process for 

cleaning rooms 

• Guest are invited to swim at 
13:00 and room are not 
ready till 16:00 

• Laundry capacity 
unbalanced  

• Metrics not relevant to daily 
measures 

• Consumables are ordered 
1/month 

– Stockouts toward the end 
of the month 

 

 

After Kaizen 
• Road map to achieve  

– Std work in room cleaning 

• Will facilitate guest 
experience and reduce 
wait for room 

– Standard work For Laundry 
services 

– Material Pull Systems for 

• Laundry 

• Consumables 

From over 1 hour to clean 
a room to <30 minutes savings of 365K 



Case Example: Standard Work  
Laundry Operations 

 
January 2013 

BEFORE Kaizen  AFTER Kaizen 
Kaizen Objectives 

Develop SW for 
operators 
Improve production 
scheduling  
Improve operator & 
machine productivity  

Scope 
From dirty linen sort 
to clean linen delivery 

•5S all Closets & Laundry Area for 

Staging, Wash Area & Dryer Area 

•Created SOPs 

•Modified Washer & Dryer 

Program 

•Developed Water Spider Process 

•Created Playbooks & Level 

Loading 

•Eliminated Multiple Handling of 

items 

•Improved Cart Delivery Process 

•Improved Cart Restocking 

Process 

•Developed KPIs 

Over $300k/yr productivity savings and improve 
Service! 

12/8/2012 


