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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	Please insert your completed assignment ( in word format)  here:

1. Give short answers for the following questions:

                  i. Outline the main duties and responsibilities of housekeeping managers and floor
                  supervisors.
                   
                 Housekeeping managers are responsible for development and smooth running of the housekeeping department. He or she is responsible for the standard of cleanliness and maintenance of the areas; they are also monitoring the amenities and ensure the department is running within budget.
                Floor supervisors are the housekeepers in charge with a certain floor. They have a small team to lead and train. They are the ones who are inspecting the rooms and ensure the standards have meet met before releasing the rooms to the front office.

              ii. Describe the main functions of the housekeeping staff.
              The housekeeping department is in charge with the cleanliness of the rooms, but also with public areas such as corridors, staircases, bathrooms, lobby. The head housekeeper will start the day by inspecting all areas which need attending, make a plan for the day and delegate members of the team in each area.
              Other functions may include
· The lost and found department – must ensure that any found items are processed and recorded correctly in order to maximize changes of being returned to their owners
·  First Aid – the team should be first aid trained and also the kits are available in the department
· Floral Arrangements – to be kept fresh and replenished in all public areas
· Laundry Services – available for guests. Laundry gets collected, washed, ironed and returned to the guest.
· Purchasing – bedroom supplies, cleaning products, linen, uniform etc. these expenses must be monitored and handled efficiently, otherwise it may affect the Organization’s profitability rate.

         iii. How does the housekeeping department manage the amenities?
The amenities are monitored and manage through specific codes in the housekeeping department. Each product placement in rooms is kept record of in order to analyze their success in terms of profit and loss. 
 
         iv. Make a list of the typical amenities of a hotel.
· Do not disturb and hard of hearing cards
· Fire escape plan must be kept in good condition and up to date
· Telephone, contact numbers(emergency, front desk, night host)
· Pen and pad – usually branded
· Shaving and vanity kit, sew kit, toothbrush and toothpaste
· Toiletries selection
· TV, alarm clock
· Laundry bag, safe, hangers, shoe polish
· Glasses, water, wine, minibar
· Set of towels, robe, slippers
· Rubbish bin, sanitary bag

v. What is security staff responsible for?
The security operations must be put in place, kept up to date and be on hand for the need of guests or staff. They are crucial procedures in a state of emergency, such as illness, theft,  fire, bomb threat.

The Front Office is the link between the hotel, management and guests. Any emergencies (such as illness, theft, fire) are reported directly to the front office staff and it is their duty to take appropriate measures. The staff must be trained, keep calm and resolve the emergency by taking further action by informing the security department or management. Communication skills are crucial, the security department staff must react with speed and urgency to serve the guest.
 
The security staff is a very active department. Apart from reacting to any emergency, they are responsible for establishing policies, ensuring all programmes are kept up to date and easily accessible and setting regular training programmes for staff.


           vi. What is the importance of security services in hotels?
           The security department is responsible for offering guests and staff a safe environment. The procedures are put in place to ensure that a busy hotel, occupied by guests, employees and equipment are safe. Risk assessments are an important part of the department. Possible threats are being identified, analized and procedures to be avoided are put in place. 
The security staff is a very active department. Apart from reacting to any emergency,
they are responsible for establishing policies, ensuring all programmes are recorded and kept up to date.  They also initiate regular training sessions with employees.

vii. Can security services be outsourced? If so, what is the difference between in
house and outsourced security services?

Depending on the hotel’s size and budget, management can decide to hire and outside security service. This can cover the administrative and planning of the security department. Outsourcing a security service must be ensured to be cost effective, as this will have a big impact on company’s monetary resources.

Having an in house security department can result in trained staff to patrol hallways and corridors, be fire trained and assist guests in case of emergency. The department heads have more responsibility in ‘case of emergency’ status as they must be fully trained to lead their staff into solving the situation quickly and calmly.


2. Which type of security services do guests expect at hotels?
· Fire safety, fire conduct and fire safety plan– fire evacuation must be detailed in each room and on common areas
· Room key security 
· Designated first aider 
· Emergency communication


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 customers.

Very good facilities:
Lands End – Wheelchairs available on site, car park and  drop off point, café, restaurant, toilets, shops
Telegraph Museum, Porthcurno – car park and drop off point, toilets, fully accessible for people with disabilities, except the Tunnel Escape Stairs, shop, café   
Tremenhere Sculpture Gardens, Gulval – café, difficult access for people with disabilities, toilets, access toilets and baby changing facilities, nursery

Good facilities:
St Michaels Mount, Marazion – Café, shops, ramps available on request, access toilet, WAV(wheelchair adapted vehicle) 
Minack theatre, Porthcurno -  car park and drop off point, café, toilets, gift shop

	



Student Statement:

By submitting this assignment, I confirm that this is my own work.



	Student Signature:
	Alexandra Munteanu
	Date:
	01.07.2016



[bookmark: _GoBack]
For Tutor / Assessor Use Only
	Total Marks
	

	Marks Obtained
	

	Percentage / Grade
	













image1.png
OXFORD HOME STUDY COLLEGE




