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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. 
	
1.
i. The house keeping manager is responsible for upholding the standard of cleanliness in a hotel. They are to check cost whilst delivering the set operational standards of the hotel. They must also ensure that the staff in their department are properly trained and that their conduct is in line with the objectives of the hotel. In addition, the control of the hotel amenities falls within their purview. The house keeping manager also ensures that guests supplies are in order. Overseeing stock is an essential part of a housekeeping manager’s responsibility. The managers supervise the housekeepers and ensure that all rooms are properly cleaned and are in order for occupation. The manager prepares the work schedule for the housekeepers and also has the duty of assigning tasks the housekeepers. The public areas are also monitored by the housekeeping managers.  
Floor supervisors are in charge of particular floors and a given number of rooms. They are saddled with the responsibility of physically training new room attendants. They also ensure that rooms under their care are well maintained and cleaned at regular intervals. They have to adhere to quick turnaround time. It is their responsibility to ensure that the rooms are kept in good condition for use by guests. They must ensure that all services required by guests for a pleasant stay are in order as they supervise the room attendants closely, floor supervisors are must also be hands-on individuals.
ii. The housekeeping staff are primarily charged with the responsibility of managing and maintaining the hotel establishment. Their functions include the following; management of people, equipment and supplies; maintenance of the building; cost control and record-keeping. The housekeeping staff are in charge of cleanliness of the rooms. The housekeeping staff must maintain a set standard of cleanliness and must ensure availability of supplies in each room for the intending guests. They also take charge of the public areas such as stairwells, cloakroom and lobby area. They liaise with guests and assist with other services such as first aid and laundry. They are also involved in the purchasing and management of supplies. Other maintenance issues and complaints from guests are channelled through the housekeeping staff. 
Management of People, equipment and supplies: they must liaise with guests and staff of other departments to ensure the provision of comfort for guests. They must reduce wastage by managing supplies provided They must reduce wastage by managing supplies provided They must reduce wastage by managing supplies provided for the guests. A proper report showing the number of guests per room is a good way to apportion supplies appropriately.
Maintenance of the building, preservation of fabrics and furnishings: The aesthetics of a hotel is important. This contributes to the ambience of the hotel and is essential in ensuring a welcoming environment for guests. The building surfaces have to be maintained by cleaning, polishing and regular wiping. The fabrics have to be washed at regular intervals and furnishing have to be maintained by way of repairs and polishing.   
Cost Control: This applies to the area of amenities. Proper inventory has to be kept for the purpose of accountability. Management and maintenance of assets to preserve the life span of assets is also a measure to check unnecessary spending.
Record Keeping: This involves various activities such as; tracking assets, keeping information about guests request in order to establish a pattern as regards guests’ behaviour, keeping information about supplies, usage of amenities as well as keeping sales records for different purposes. Record keeping can assist management in planning and making profit projections for the future. It can also assist in generating a sales strategy for the business.
The housekeeping function also includes the following:
The Lost and Found Department: items can be left behind by guests’ in some cases. Such items are usually picked up by the housekeeping staff a
iii. Amenities can be manged by tracking the usage. The housekeepers must have accurate information regarding the number of guests in the hotel. They must also be able to determine the frequency of use that takes place in the common/public areas of the hotel. This is to assist them in making decisions as to how much supplies will be needed on a daily basis. 
iv. Hotel amenities would typically include the following items:
Telephone directory
Fire escape plan
Breakfast menu
Cable television guide
Hangers
Glasses
Bottled water
Television set
Remote control
Bath towels
Rubbish bin
Iron and ironing board
These listed items are usually found in the rooms and some are also found in the common/public areas.
v. The security staff are responsible for the safety of the guests at the hotel. They are also involved in drafting the safety strategy of the entire hotel. They are saddled with the responsible of training the employees about procedures of safety and evacuation during an emergency. It is their responsibility to check and ensure proper maintenance of fire safety equipment and the hotel’s compliance with the fire safety code of the municipality within which it exists. The security department is also responsible for the effective use of an emergency communication system.
The security staff carry out the following functions:
They must be involved in the room key control system. 
Fire safety plan
Training for employees regarding the evacuation processes during an emergency
Developing strategies for guests to acquire knowledge about procedures in emergency situations
Developing emergency communication system
vi. The security service is important because they are responsible for the safety of the guests and the employees. Given the fact that safety is an integral part of the service a hotel provides; the security department is essential. Safety for the guests as well as the employees is important to prevent loss of lives and property. A hotel’s reputation is a selling point factor; it determines the level of patronage which has a significant bearing on its profitability. The service is also pertinent to the design of the hotel as it can contribute immensely to the prevention of the emergency situations that may occur. 
vii. Security services can be outsourced as a cost cutting strategy for a hotel.
The difference between the in-house and outsourced security service can be seen in the way and manner the service is run by the security outfit. The in-house security can develop plans regarding the safety procedures for the hotel, emergency evacuation procedures and also organise training for the staff of the hotel. The head of the security department would be involved in the planning, design and layout of the building as high visibility is an essential part of the security process and aids in making an environment much safer for intending guests and guests alike. The head of security in this case takes sole responsibility for the security apparatus. He ensures that they remain in proper working condition.
On the other hand, the outsourced security outfit would have to rely on plans that have been drawn up by the general manager of the hotel. The various heads of departments would become pseudo security officers assisting in taking responsibility of the security procedures and plans in their various departments. The head of security in this situation is not saddled with the responsibility of drafting plans and procedures for the hotel, rather he is mandated to drive the process already put in place by the general manager of the hotel and is to work in collaboration with the heads of department.
2. Guests are interested in security services that would safeguard their life and property. Due to the fact that most guests assume that they are stepping into a safe environment, they expect that appropriate fire safety procedures would be in place. They also would normally check out the emergency evacuation procedures, they would also be interested in the recovery procedures of lost/forgotten items.  
Activity
I visited the office of a travel agency (wakanow) and got a list of the tourists’ attractions they offer in different countries.
America
Ghana
Seychelles
Dubai
The table below shows the various hotels and the facilities they offer: 

	
	
	Hotels

	Rating
	Facilities
	Astoria (Dubai)
	Tuscana (Orlando)
	Marenas (Miami)
	Novotel (Ghana)
	Reef Apartments (Seychelles)

	9
	Restaurant/Bar
	· 
	· 
	· 
	· 
	· 

	8
	Car park
	· 
	· 
	· 
	· 
	· 

	7
	Cable TV
	· 
	
	
	· 
	

	6
	Safe
	
	
	· 
	
	· 

	5
	Internet
	
	· 
	· 
	· 
	· 

	4
	Laundry
	· 
	
	
	
	· 

	3
	Swimming Pool
	· 
	· 
	· 
	
	· 

	2
	Car rental
	
	· 
	· 
	
	· 

	1
	Mini Bar
	· 
	
	
	· 
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