INSIDE HOUSEKEEPING
[HEADLINE]
Learning Every Layer
[STANDFIRST]
From engineer to industry leader, Nataliya Yatsyna’s career spans three decades at the heart of hotel operations. As Director of Housekeeping at The Standard, London, she shares how empathy, structure, and smart use of technology shape high-performing teams - and why housekeeping deserves a stronger voice at the top table.
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Could you share your journey to becoming Head of Housekeeping, and key experiences that shaped your leadership style?
 
I began my career in housekeeping nearly 30 years ago, when my family and I moved to London. In Ukraine, I graduated as a mechanical engineer, but limited opportunities at the time led me to hospitality. 
 
I started as a Room Attendant at the Sheraton Skyline Hotel, and within a year, I had the opportunity to step into the role of Head Housekeeper, followed by a later promotion to Operational Manager at Hotel Solutions. Working across 10-15 hotels, constantly travelling while raising two young children, taught me the value of teamwork, time management, and shared responsibility. 
 
In 2012, I joined Park Plaza Westminster Bridge Hotel, overseeing housekeeping for a 1,019-bedroom property with more than 200 team members and a 24/7 in-house laundry. Operating at this scale strengthened my focus on structure and commercial awareness to consistently deliver standards in a high-volume environment.
 
Joining The Standard during its entry into the UK market gave me a different perspective again. Being part of a lifestyle brand that encourages individuality and creativity has reinforced my belief that the best guest experiences come from teams who feel trusted, empowered, and proud of their work.
 
What are some lesser-known tips or efficiencies you've discovered that maintain high standards while keeping your team motivated?
 
For me, it comes down to consistency and visibility. Being present on the floor, setting clear expectations, and keeping daily routines simple but effective make a real difference. I place a lot of importance on communication. I keep an open-door policy and make time to listen, caring for my team like family. No matter how busy a day is, I always make time to listen and support my team, not only professionally, but personally as well.
 
When a team feels genuinely cared for and respected, they take a lot of pride in their work, support one another and naturally maintain the highest standards. It is this sense of belonging that keeps morale high and service consistently strong.
 
How has technology changed housekeeping in recent years? Are there any tools you now consider indispensable?
 
Today, technology is not optional. It is essential to deliver modern, responsive housekeeping operations. Systems such as Knowcross and HyGeo, integrated with Opera, allow real-time communication between the Front Office and Housekeeping, which helps us respond quickly to guest requests and manage room status more efficiently.
 
We’ve also introduced robotic vacuum cleaners, which have been a practical addition. They free up time for porters to focus more on guest interaction and personalised service, rather than routine tasks.
 
What advice would you offer someone aspiring to a long-term career in hotel housekeeping or hospitality management?
 
Housekeeping is much more than cleaning rooms. It plays a key role in how guests experience a hotel, especially today, when expectations are higher than ever.
 
My advice for anyone starting out is to begin at the front line and truly learn every aspect of the job. Understanding workload, challenges, and operational realities builds credibility and respect. Career progression is absolutely possible in housekeeping, and growing through the department gives you a unique perspective and respect for the job.
 
Be curious, adaptable, and committed to excellence. Take every opportunity to develop your skills, observe how different teams operate, and learn from those around you. By genuinely understanding your team and supporting them, you can build a career that is both rewarding and long-lasting.
 
With ongoing staffing challenges and shifting guest expectations, what strategies have you found effective in maintaining service quality and team morale?
 
Covid and Brexit highlighted the true value of hospitality professionals. During this period, we rethought recruitment and focused heavily on flexibility, work-life balance and looking after the team we already had. 
 
At The Standard, many team members have been with us for over three years, and we haven’t advertised for a room attendant since early 2022. In today’s market, that’s something I’m very proud of.
 
After the outbreak of war in Ukraine, we supported Ukrainian families, and today nearly half of my team is Ukrainian. Many joined through personal recommendations, which says a lot about the trust within the team. We also offer English language classes, which have helped build confidence, loyalty, and morale. That stability shows directly in the consistency of our service.
 
What would you like to see evolve in hotel housekeeping over the next 1–3 years?
 
Despite often being the largest department in a hotel, housekeeping leadership is rarely represented at the executive level. I would like to see clearer development pathways and leadership programmes that allow Directors of Housekeeping to progress into senior operational and general management roles. Without these opportunities, younger generations may overlook housekeeping as a viable long-term career, despite how complex and important the role really is.
