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Martin Betts                                Assessment 3

Housekeeping Engineering & Security 

1.
a) Outline the main duties & responsibilities of house-keeping manager and floor supervisor.
The House-Keeping Manager is responsible for planning, organising and developing of the overall operation of housekeeping department and assuring the highest degree of quality of the guests care is maintained at all times.
Responsibilities include:

Appropriately cleaning of all rooms, offices, seating areas, washrooms, concession stands suites and all public places.
Monitor and supervise housekeeping staff daily.
Monitor and supervise grounds keeping staff daily.
Purchase & reorder stock for housekeeping and inventory.
Inspect of rooms, seating areas, offices and all public places.
Recruit, schedule and train all new housekeeping staff members.
Maintain the housekeeping budget, providing billing summaries and expenses for all pre and post events.
Providing inductions, toolbox talks, health & safety and all training is up-to-date for all members of the team. 
Ensures the proper maintenance of all equipment; makes arrangements for repair and/or replacement of used and damaged equipment.









b) Describe main functions of the house staff.
The main functions of a housekeeper are to keep the establishment they work for clean, stocked with supplies and well-maintained. 
A housekeeper has many varieties of responsibilities outside the daily hotel upkeep such as taken care of the laundry facilities to clean linens, uniforms and towels. 
Housekeepers may also work in the kitchens, set tables, cleaning dishes, transporting meals and supporting restaurant staff.
Housekeepers also use buffers to clean hard flooring and steamers to clean carpets.
Deliver items to guests such as irons and towels.

c) How does house-keeping department manage amenities?
Managing and maintaining the amenities holistically is a crucial part of housekeeping as this proves the quality of service and customer satisfaction.
Housekeeping staff have to keep a check on what usable items are in the rooms as this will determine their success in terms of profit or loss.
There will be a set standard of supply and count of amenities; this would be done by a checklist of what should be in all the rooms.      

d) Make a list of the typical amenities of a hotel.
Typical hotel amenities are:
	Entrance:
	Bedside Table:

	Fire Plan 
	Hair dryer

	Do Not Disturb card
	Sitting Area:

	Desk: 
	TV/DVD

	Telephone Directory
	Remote Control

	Breakfast Menu/In room service
	Bathroom:

	Pen/Booklet 
	Bath Towels

	Guidebook
	Hand Towels

	TV Guide
	Bath Mat

	Hotel Information
	Tumblers with coaster

	Wardrobe:
	Foam Bath & Shampoo

	Dry Cleaning / Laundry Bag
	Rubbish bin/ Sanitary Bin

	Hangers / Extra Pillows
	Toilet Rolls

	Iron / Iron Board
	Bathrobes

	Mini Bar Service:
	Rubbish Bin

	Ice Bucket 
	

	Various Beverages 
	

	Bottle opener 
	



e) What is security staff responsible for?
Security is responsible for protecting the Guests, Staff & premises of the hotel.
Other functions that security staff are responsible for are:
Room key security
Fire Safety systems
Bomb threat Action
Emergency Evacuation
Emergency Communications.

f) What is the importance of security services in hotels?
The security department is a very active department but is frequently thought of as a passive department, reacting only when needed.
Importance and the services that are provided by the security team are:
Policing, protecting and organising programs.
Providing vital links between front of office and other departments by communication and attending and reacting with speed for what services are required.


  


g) Can security services be outsourced? If so what is the difference between in house and outsourced security services?
Security services can be outsourced (contracted), at the hotels discretion, if it will be cost effective, manageable and procedures to be more effective.
Operating an organised security department is a primary concern when considering hiring outside the organisation as delegation of administration of the security team will be operated by other heads and records are kept within the hired security department.
The cost consideration must be weighed against the planning and coordinating a safe environment for the guest and employee, but more than cost must be considered.
There will be less control if hired outside the organisation i.e. fire safety procedures, plan and deliver security training sessions and security may become a low priority if not controlled within the organisation.

2. What type of security services are expected by the guests in hotels?
The types of service that is expected from a security service are:
 Patrols – Moving around the hotel checking the doors, windows and areas are safe from any lurking danger.
Main areas of patrol would be in the lobby as guests gather when checking in, out and when coming down to dine.

Response - responding to complaints and calls for help to diffuse any disputes or confrontations.
Communicating with other departments to make sure safeguarding guests and employees are paramount.
 
Surveillance – Monitoring which can be done simultaneously in all areas of the hotel to highlight areas of any assistance needed from any bad behavior or help that is required.

Escort – Called upon to escort unruly patrons from the premises.
Checking that people within the hotel are actual guests of the hotel and if they aren’t they will be asked to leave or will be escorted off the premises.











  

  

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

	Attraction 
	Toilets 
Welfare
	Accommodation 
	Info & Guidance 
	Eating areas 
	Disability Access  
	Rate 

	Forbidden Corner 
	Yes 
	Available /Cottages -only 
	Explained
Informative
	Yes
	Limited 
	3/5

	Flamingo Land
	Yes 
	Available   
	Explained 
Informative 
	Yes 
	Good 
Access 
	5/5

	Eden Camp 
	Yes
	Not Available  
	Limited 
	No 
	Yes
	2/5

	York Dungeon
	limited
	Not Available 
	Explained 
Informative 
	No
	Limited
	1/5

	Light water valley
	Yes
	Not Available
	Explained
Informative
	Yes
	Good 
Access
	4/5
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