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Clifford Welch 1493
Diploma in Hotel Management Level 4
Unit 3
Question 1 
I. Outline the main duties & responsibilities of house-keeping manager and floor supervisor.
The housekeeping manager, also known as head or executive housekeeper, dependent upon the hotel has the authority over the whole department and housekeeping staff. The main duties and roles involve ensuring the standard operating procedures (SOP) for the department are followed, that all housekeeping staff know their own duties, training of staff, all rooms are cleaned and attended to in a prompt, efficient manner, the correct cleaning products are used – ensuring hygiene, room checks, finances, budgets are met, required reports are produced and the laundry facilities are working efficiently. The head housekeeper is the main link between the department and the rest of the hotel, ensuring all information is conveyed between all relevant departments, for example the maintenance department when issues occur in the rooms. The housekeeping manager reports to the hotel/general manager, attending regular meetings with management to ensure up to date proceedings are understood.

The floor supervisor works below the housekeeping manager and is put in charge of a given floor or set number of rooms within the hotel. It is their sole duty to ensure those rooms are cleaned following the standard procedures, their role is to check up on the housekeeping staff, keep on top of the efficiency and report any issues to the housekeeping manager. The floor supervisor will check the rooms once cleaned and release them to the front desk as available for guests; they will coordinate with the front office so the room allocations and statuses are known by both departments. This position is sometimes required to do laundry checks and counts, ensuring the required number of linens are available. 

II. Describe the main functions of the housekeeping staff.
The main function of the housekeeping staff is to ensure hygiene and cleanliness throughout the whole hotel. Mainly working within the hotel rooms, alongside designated members of the team working within the hotels public areas; as well as back of house. The cleanliness and safety of the hotel is essential for providing a high standard of service to guests. The housekeeping department is also in charge of the following functions within a hotel: floral arrangements; first aid; lost and found; uniforms; purchasing stocks for bedrooms and bathrooms e.g. soaps, cleaning products and laundry services. 

III. How does house-keeping department manage the amenities?
The housekeeping department is in control of a number of amenities throughout the bedrooms, therefore management is crucial to ensure profitability is high. Every item found within the hotel room is an amenity to the department, consequently the supplies need to be monitored and assessed if they are useful and worthwhile to the guest, if not then the profits drop. An example of this include the drinks found within the mini bar, if there is a drink that very seldom gets used, then this is not beneficial, so the housekeeping manager may choose to remove and only stock with items frequently used and purchased. The housekeeping manager is in charge of ensuring profitability of the department, so management of supplies is essential. This also takes into account items going missing, regular stock takes need to occur to ensure there are no issues. A list is issued with the standard operating procedure (SOP) for the rooms, so there is complete consistency between the rooms; this will help with management and quality service.

IV. Make a list of the typical amenities of a hotel.
All hotels consist of amenities available to the guest, these will vary from hotel to hotel, dependent upon the style, budget and star rating of the establishment. There are two categories or amenities in a ‘typical’ hotel, listed below.
	In-room Amenities
	Outside-room Amenities

	Telephone
Television & DVD player
Wi-Fi access
Hairdryer
Toiletries
Guest/Hotel Information
Desk & writing utensils
Mini-bar 
Tea & Coffee facilities
Laundry information
	Swimming pool/Recreational Facilities
Gym/Exercising facilities
Laundry 
External activities
On-site activities
Spa
Restaurants
Bar
Lounge facilities
Shops



V. What is security staff responsible for?
The security staff are responsible for ensuring a secure and safe property for all guests and staff members, all room keys security, fire safety procedures, emergencies situation procedures and evacuation procedures and all staff training in emergency procedures. The security department must ensure they are kept up to date by the front office on any relevant details, especially if there are any VIP’s in house. The ground floor has a higher security risk of theft, therefore constant patrols must take place 24 hours a day. Most of the securities duties occur without the guests’ knowledge or awareness. Another duty is to ensure all of the fire extinguishers have not expired, and to organise renewal or testing if they expiry date is due.

VI. What is the importance of security services in hotels?
The security department plays an important role within the hotel, they are often the department that responds to emergencies throughout the hotel, even dealing with guests. The front desk will receive the alert, however, typically the front desk staff cannot leave their station due to constant contact with guests, and therefore they call upon the security staff to attend to the situation. As they ensure the safety of all persons on the property the department is constantly keeping up to date with information regarding policies and procedures to ensure efficiency. Regular training occurs to maintain their standards.
 
VII. Can security services be outsourced? If so what is the difference between in house and outsourced security services?
Security service can be outsourced using a contractor company to supply security staff members to work 24/7 on site. There are two main issues that need to be addressed when considering out sourcing and these highlight the differences between in-house and out-sourced. Firstly, an advantage to out-sourcing the security team is the reduced cost to the hotel; in-house staff members will be paid a monthly salary and benefits, an out-sourced team will be paid by their company. Therefore the hotel only pays a monthly fee to the contracting company for this service, potentially reducing the costs. On the other hand the main disadvantage and a big consideration to management when out-sourcing is who will take over the department head duties if there is no security manager. There needs to be an in-house member of staff that will liaise with the security company to keep management up to date and also organise and fire and safety training, this would often fall of the maintenance/facilities manager. 

Question 2
Which type of security services are expected by the guests in hotels?
Many hotel guests do expect a high level of security during their stay, whether they notice the security department on site or not; some guest are more conscious of what is happening around them than others. The main expectations of a guest include the overall safety of the property, car park security and the use and monitoring of CCTV on site. Often guests will be aware of the location of CCTV cameras, especially if they have experienced theft in the past. The security of guests’ room keys is often considered to be the duty of the front desk, however in many larger establishment this falls on the securities shoulders. Guests do look out for and often read the fire safety and evacuation notices around the hotel and within their rooms, to familarise themselves in case of an emergency. 


Activity
Collect advertisements of leading travel agencies promoting tourist destinations. Prepare a list of tourist attractions at some of the leading tourist destinations and try to rate them according to the facilities provided for the customer.

South Luangwa National Park:
South Luangwa is a jewel of Africa. Rich in biodiversity making it a pinnacle in tourist destinations within Zambia.
South Luangwa is the 2nd largest National Park in Zambia and hosts a vast array of different accommodations, mainly lodges and budget safari camps. 
FLAT DOGS CAMP
Advertised via Expert Africa and Africa Travel Resource as well as Zambian Tourism Board
Attractions:
· Situated on the end of the Luangwa River.
· Camping, safari tents and basic chalets. 
· High and Low Season Rates
· All inclusive packages –game drives, walking safaris
· Local Activities and conservation based.
· Family friendly
	· Room with Safari Package – 2015
Per person rate includes 2 game-viewing activities per day, all meals, laundry, & airport transfers

	Low Season 15 March to 30 June & 01 November to 15 January

	
	Safari Package
	Park Fee
	LCCF*
	Total per person per day

	Treehouse or Croc Nest :4 Sharing
	$288.00
	$30.00
	$5.00
	$323.00

	2 Sharing
	$368.00
	$30.00
	$10.00
	$408.00

	Chalet
	$265.00
	$30.00
	$5.00
	$300.00

	
	Single supplement
	$75.00
	
	
	$375.00

	Luxury Safari Tent
	$265.00
	$30.00
	$5.00
	$300.00

	
	Single supplement
	$75.00
	
	
	$375.00

	Standard Safari Tent
	$212.00
	$30.00
	$5.00
	$247.00

	
	Single supplement
	$58.00
	
	
	$305.00

	High Season 01 July to 31 October

	
	Safari Package
	Park Fee
	LCCF*
	Total per person per day

	Treehouse or Croc Nest : 4 Sharing
	$357.00
	$30.00
	$10.00
	$397.00

	2 Sharing
	$415.00
	$30.00
	$10.00
	$455.00

	Chalet
	$340.00
	$30.00
	$10.00
	$380.00

	
	Single supplement
	$87.00
	
	
	$462.00

	Luxury Safari Tent
	$340.00
	$30.00
	$10.00
	$380.00

	
	Single supplement
	$87.00
	
	
	$462.00

	Standard Safari Tent
	$288.00
	$30.00
	$5.00
	$323.00

	
	Single supplement
	$70.00
	
	
	$393.00



	Room Only – 2015
Per person rate includes only your accommodation.

	Low Season 15 Mar to 30 Jun & 01 Nov to 15 Jan

	
	Room Only
	LCCF*
	Total per day

	Chalet
	$60.00
	$2.00
	$62.00

	
	Single supplement
	$17.00
	
	$79.00

	Luxury Safari Tent
	$60.00
	$2.00
	$62.00

	
	Single supplement
	$17.00
	
	$79.00

	Standard Safari Tent
	$40.00
	$2.00
	$42.00

	
	Single supplement
	$11.00
	
	$53.00

	High Season 01 Jul to 31 Oct

	
	Room Only
	LCCF*
	Total per day

	Chalet
	$95.00
	$2.00
	$97.00

	
	Single supplement
	$27.50
	
	$124.50

	Luxury Safari Tent
	$95.00
	$2.00
	$97.00

	
	Single supplement
	$27.50
	
	$124.50

	Standard Safari Tent
	$50.00
	$2.00
	$52.00

	
	Single supplement
	$16.50
	
	$68.50



Figure 1: Rates for Flat Dogs Camp

CHICHELE PRESIDENTIAL LODGE
Advertised via: Hotel.com, Rhino Africa and Sanctuary Retreats. 
ATTRACTIONS:
· Full board included in pricing. 
· Outside accommodation at other Sanctuary Retreat Chains. 
· Game Drives
· Transfers. 
· Discounts
· Child Policy Discounts
· Child Friendly
· Kids Activities
· Walking Safaris. 

RATES
Per person per night sharing, in USD
2015
*When booking a stay of minimum 2 nights
	Valid From
	Valid To
	Rate in USD

	15 June
	30 June
	$667

	1 July
	30 September
	$534 (Best Available Rate)

	1 October
	31 October
	$467* (Best Available Rate)

	1 November
	20 December
	$275* (Best Available Rate)

	21 December
	5 January 2016
	$667


· 2016
	Valid From
	Valid To
	Rate in USD

	6 January
	14 June
	$390

	15 June
	31 October
	$490

	1 November
	20 December
	$390

	21 December
	5 January 2017
	$490


Figure 2: Room rates for Chichele Presidential Lodge

From the 2 lodges in comparison above, Flatdogs Camp seems to have the better attractions, not only with pricing, but being located on the banks of the Luangwa River adds to better game viewing, wider variety of accommodation types. From basic to luxury, it caters for larger clientele requirements.
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