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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. 
	Answer the following Questions:

1. Outline the main duties & responsibilities of house-keeping manager. 8

Housekeeping management is at the core of hotel operations and can make the difference between a reputed hotel and one that guests are unlikely to visit again. The primary housekeeping duty is to ensure the cleanliness and orderliness of hotel rooms and to ascertain that they are properly stocked with the supplies to which guests are entitled. A hotel housekeeping manager not only supervises housekeepers in conducting their duties but also investigates any complaints guests make and takes corrective action. According to Olsen (2017), the responsibilities of the house-keeping manager are as follows.
Schedule: Housekeeping managers are often responsible for developing cleaning schedules as well as employee schedules. They may turn employees' hours into payroll offices or departments, create lists of hours for employees to follow and coordinate schedules so that all needs are met and all cleaning issues are addressed.

Supervise: Housekeeping managers often supervise other employees, which means that they inspect areas to ensure they are clean. They also may recommend transfers, promotions or dismissals. Additionally, they may delegate responsibilities and write performance reviews. They may also screen or hire candidates, provide feedback on job completion and administer reprimands when necessary.

Assign Tasks: Housekeeping managers often assign tasks to other employees. They may inspect areas to ensure that cleaning is complete, add tasks when additional cleaning is needed and delegate responsibilities to other workers to ensure a fair or more complete distribution of labour.

Train New Employees: Housekeeping managers are often involved in hiring or training new employees. They may be responsible for demonstrating techniques during in-service trainings, or they may need to administer formal training programs to new hires. Additionally, cleaning supervisors may have to create or modify training programs to assess specific needs.

Track Inventory, Stock and Issue Supplies: Housekeeping managers are often responsible for tracking a company's stock of cleaning solutions, tools and other supplies. Additionally, they may order additional supplies as well as issue supplies and tools to workers. As a result, housekeeping managers must have a knowledge of general arithmetic and be able to estimate and anticipate when more supplies are needed.

Communicate with Others: Housekeeping managers are often responsible for completing reports. They may have to verbally report to other management or administration, or they may have to provide written reports or computer records to business offices. Examples of reports include wage reports, hours report and performance reports. As a result, housekeeping managers often must demonstrate good verbal and written communication skills to be hired for their positions. They must also be able to communicate effectively with other employees when necessary.

To end, the main duties and responsibilities of the house-keeping manager have been listed and explained above. 
References

Kelly, Bob. 2017. The Role of a Manager in Housekeeping In the Hotel Industry. Chron.
Accessed on 22/3/2017
http://work.chron.com/role-manager-housekeeping-hotel-industry-22124.html
Olsen, Kendall. 2017. Housekeeping Manager Responsibilities. Leaf Group Ltd.
Accessed on 22/3/2017
http://www.ehow.com/list_6502629_housekeeping-manager-responsibilities.html

2. How does house- keeping department manage the amenities? 7

Housekeeping supplies and amenities are the list of items that the guest use during their stay at the hotel room and includes all the items that are conductive to the guest material comfort and convenience. This answer explains below how the house keeping department arrange or manage the amenities at the areas which are used by guest starting with, in the bedroom.
In the bedroom

1. A D.N.D. Card, the reverse of which may be “please make up my room” card on the door knob on the inside of the door.

2. A detailed map of fire exit is ideally affixing behind the door

On the writing table

1. A guest stationary folder with monogrammed note pads, envelopes post card with hotel picture and guest comment forms are placed on the table. A pen and A pencil is also placed alongside.

2. Tend card (hotel publicity card) given information about the special events in the hotel are also placed on the desk.

3. An ashtray is also put on it.

4. A candle along with the candle holder and match box is put on the writing table.

5. A waste paper basket next to the writing table on the floor.

6. A Chair with the backrest is placed on the writing table.

On the bed side table

1. The telephone and the service directory are placed on the table.

2. A Small scribbling pad along with the pen are placed on the bed side table.

3. An ashtray along with the match box are also been placed on the bed side table.

4. A Breakfast knob card is usually kept on the 1st shelf or in the drawer of beside table.

5. A Local telephone directory is placed in the lowermost shelf of the bedside table.

On the coffee table

1. An ashtray along with the match box is placed on the coffee table.

2. The house-magazine or some tourist magazine and newspaper.

3. The room service menu card is also a housekeeping supplies and amenities and placed on the coffee table

4. A letter of greetings sign by the general manager is also placed on coffee table.

In the drawer and cupboard

1. Swing or mending kit are kept on the drawer.

2. Laundry bags and a laundry rate sheet are kept.

3. A few plastic utility bags may also be placed on the wardrobe for the guest for keeping of shoes.

4. Clothes hangers are hang on the hooks or hanging rod inside the cupboard.

Housekeeping supplies and amenities Below the luggage rack

The luggage rack usually has the lower shelf for guest to keep their shoes on. The shoe mitts or shoe kit may also be placed on their shelf.

On the dressing table

1. A mirror is mounted on the wall with enough lighting facilities.

2. Comb and brushes are placed on the dressing table.

In the bathroom

A Bathroom may have the following housekeeping supplies and amenities and fixtures.

1. A Full length mirror at the entrance

2. A Bath tub with a bath mat

3. A water closet

4. A tissue holder with tissue roll affix on the wall near the W.C.

On or near the vanity unit

Supplies near the vanity unit are as follows

1. Monogrammed soaps, shampoo bottles, moisturizers talc etc.

2. Shower cap gurgle glass tissue box razor blades dental kit, shaving kit.

3. A sanitary bin beside W.C. under the vanity corner.

On the towel rack

1. Bath towel and bath sheet on the towel rack.

2. 2 Hand towel and 2 face towel

3. 1 Bath mat.

Housekeeping supplies and amenities Provided in Rooms and Bathrooms
Following are the amenities which are provided in standard superior room and bathroom.
ROOM
BATHROOM
Bed linen

Hair Dryer

Mini- fridge

Hot and cold water

Safety deposit locker

Bathroom linen

Shoe-shine

Soaps

Room service

Vanity set

Television

Shoe Mitts

Music channel

Sanitary disposal

Security

Fire safety

Pourrie

Coffee Maker

Electric iron

Following are the supplies which are provided in standard superior room and bath-room.
ROOM
BATHROOM
Stationary with pen

Shoe-mitts

Sewing kit

Soap/soap dish

Bible, Koran, Gita

Toilet-rolls

Telephone-Directory

Tissue-papers

Service Directory

Blade-dispenser

Ashtrays

Shower cap

Bedside telephone note pad with pen

Vanity unit

Clothing hangers

Disposal bag

Candle and matchbox

Laundry bag

DO NOT DISTURB card
Breakfast card
Laundry Forms and bags

Guest comment forms

Room service menu and tent cards

To end, the answer above showed how the house-keeping department manages the amenities in the hotel.
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3. What is the importance of hygiene for a restaurant 8

Hygiene is probably the second most important aspect of running a restaurant, coming second to food quality. Every customer would want to trust a restaurant that has passed health and sanitation standards, so keeping your restaurant dining and kitchen areas is a big part of the success of the business. Having ample stock of cleaning supplies helps ensure the restaurant is kept clean all the time. 

Custom Chemicals International (2017) argued that rrestaurants which have bad hygiene are sure to fail. This is because even if they try to hide the dirty secrets, they will eventually be found out and this will affect their reputation. There are many dangers that unhygienic food preparation can bring. It could bring about disease or food poisoning to valued customers. Proper hygiene in the restaurant would help it gain trust from customers, boosting your chances for success. 
 
Every country has guidelines set on sanitation of eating places. If someone is running a restaurant business, it is best to make sure that he is abiding by the set of rules and standards on hygiene. That way, his business is safe from the scrutiny of the health and sanitation inspectors. Abiding by the sanitation standards assures him that the food he serves is safe for his customers. 
 
The restaurant’s cleanliness does not stop at simple sweeping of the floor. Deep cleaning is occasionally required for the items used for cooking and washing dishes to avoid bacterial growth in them. For effective cleaning, it is best to find the best cleaning chemicals for all his cleaning needs. The cleaning solutions must be effective in killing harmful germs in utensils, cookware as well as in storage areas and freezers. Utensils used for cooking and serving food should be sterilised every once in a while, in addition to the usual cleaning. 
 
Keeping the restaurant clean also means training the restaurant personnel in cleaning and maintaining the cleanliness of the place. The staff should be reminded to wash their hands regularly, especially before preparing food. It would help to have the restaurant personnel to cover their head so as to prevent hair strands from falling into the food. It is also good to use a swinging door that can easily be opened without the need to open a latch or a door knob. 
 
Hygiene should be regarded as a priority as negligence in it could be disastrous to the business. Proper cleaning procedures and the use of effective cleaning products help restaurant businesses meet the standards for cleanliness. 

In conclusion, the above answer has explained the importance of hygiene for restaurants. It indicated that cleanliness, hygiene, and sanitation are the most important aspects in the restaurant business.
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4. Describe various aspects of managing food service operations. 7
A manager needs to concentrate on the management aspect of food services once his outlet is

operational. Various aspects of managing food service operations involve the following:
a) Food Purchasing:

According to John Stefanelli, the food service purchasing involves:

· developing specifications;

· preparing an approved suppliers list;

· determining the appropriate order size; and

· establishing appropriate receiving and storage procedures.

Specifications; is the first step, since it represents cost and quality control guidelines. Developing appropriate specifications for each item purchased from an outside supplier helps in avoiding any future misunderstanding among the concerned people. Mostly the restaurant manager’s develop an approved supplier’s list. This ensures a consistency in quality and cost. This also helps in controlling the buyer’s activities. Usually, the manager can only add or delete a supplier’s name to the list. Determining the order size is very difficult. A case of over-buy results in storage problem whereas under-buy is an option no manager wants to take. Over a period of time a somewhat accepted order size could be agreed upon. Once needs are determined, the procedure for ordering and buying is set up. Invoices and receipts with signatures will help in checking any possible mischief or theft.

b) Managing Food Production Systems:

Food production is the core of the food service industry. Menu classification starts the food

production system. Table 3.3 describes the three different types of menus which are mainly used according to the nature of outlet.

Table 3.3: Menu classification
No Choice 

Limited Choice 

Choice

Fixed (static) 
Quick-service restaurant 
Full service restaurant Cafeteria
Cycle                  Airline 
                           Nursing home
School food-service
Cafeteria 
Single-use         Banquet
Catered luncheon
Buffet
Although menu forms the core of food service industry, the ingredients form the magic part of the food produced. Herein, comes the usefulness of recipe standardisation. It is the most important tool available to control costs and ensure product consistency and quality. Consistence duplication of food item is achieved with an accurate record of ingredients, amounts and methods of combining ingredients and cooking. Given below in Table 3.4 is a format used for standardization of recipe.
Table 3.4: Sample production schedule format
Date

Meal

Unit
Item/Recipe
Quantity

Needed
Actual

Produced
Time
Leftover 
Comments
Additional instructions
Although standardisation of a recipe is important, it is often overlooked in food service industry. The 
manager will ensure that standardisation of a recipe is achieved so as to control quantity and

quality along with the costs involved in running an eating joint.

c) Food Service Hygiene:

Hygiene is very important for any eating joint. Reputation of a restaurant is made based on its menu and hygiene. Here the employees are in constant contact with food and preparation equipment. Major source of contamination of food arises from human contact from elements like skin, fingernails, hair, jewellery, mouth, nose and respiratory tract and eyes. Employees, therefore, should be trained to ensure that they maintain personal hygiene. Next area of consideration is the equipment to be used. The cleaning area should be clean so as to ensure food service hygiene. The sink and work surfaces should be cleaned before and after every use. The equipment should be sanitised and sterilised after every cleaning. These sterilized equipments need to be stored in a clean area with protection from splash, dust and contact with food. Various sanitation methods like thermal and chemical sanitation methods among others should be used. The kitchen area and dining space should be pest free. Pests like, mice, cockroaches, etc. bring bad reputation to a place because they are carrier of many diseases. Hence, regular pest control methods must be undertaken so as to ensure hygiene of not only food but also of the surroundings.

Beverages:
Beverages or drinks can be either alcoholic or non-alcoholic. Non-alcoholic beverages include tea, coffee, juices, shakes, aerated drinks and of course mineral water. The entire food service outlet usually provides non-alcoholic beverage. However, a few offer alcoholic beverages bearing in mind that:

· special permit or licence is required to serve alcohol at the premises,

· usually specific hours are maintained, and

· age of the consumer needs to be checked so as to ensure the legal age of buying an alcoholic drink.

Once an establishment starts to supply or provide alcoholic drinks to the consumers it needs to maintain a wine and drinks list. If the drinks are served along with food, then the list should match the food on the menu. The drink list is provided to the guests along with food menu and the drink should help bring out the flavour of the food. For example, white wine goes well with less flavoured food and so on. The list size and shape should be such that it is easy to handle by both staff and guests.

Types of Wine and Drinks List:
The wine and drink contents of a list may include (Source: Food and Beverage Management by Cousins, Foskett and Shortt):

· non-alcoholic drinks including natural spring and mineral waters, aerated waters, squashes,

· juices and syrups.

· cocktails including non-alcoholic cocktails,

· bitters as aperitifs and for mixed drinks and cocktails,

· wines including still wine, sparkling wines, alcohol-free, de-alcoholised and low-alcohol wines,

· fortified wines and aromatised wines,

· spirits,

· liqueurs,

· beers including draught and packaged beers and reduced alcohol beers, and cider and perry.

The order of wines and drinks on a list tends to follow the order of consumption or be grouped under types of wine or drink.

· Cocktails,

· Aperitifs,

· Cups,

· Wines,

· Liqueurs, and

· Beers, minerals and squashes.

After-Meal Drinks List:
· These are often combined with the wine list – although are occasionally presented as a

separate liqueur list,

· The list should offer a range of liqueurs together with possibly a specialist range of brandies

and/or a specialist range of malt whiskies. Vintage and LBV port may also be offered here, and

· A range of speciality liqueur/spirit coffees might also be included.

Banqueting Wine Lists:
· The length is generally according to size and style of operation,

· In most instances there is a selection of popular wine names/styles on offer,

· There would be a range of prices from house wines to some fine wines to suit all customer preferences, and

· In some instances, the banqueting wine will draw wines from the restaurant wine list.

Room Service Drinks List:
· There may be a mini-bar or choice from a standard bar list, and

· They usually offer a limited range of wines.

Purchasing and Pricing:
Purchasing the right amount of stock is the main objective of a beverage manager. Many items have limited shelf life but in the case of good wine it can be decades. Nevertheless, under-stocking means not being able to serve the guests properly while over stocking means extra storage space. The right stock levels can be determined by using past sales data. A formula which can also be useful is:

M = W (T + L) + S

(Source: Food and Beverage Management by Cousins, Foskett and Shortt)

Where

M is the maximum stock,

W is the average usage rate,

T is the review period,

L is the lead time,

S is the safety stock (buffer or minimum).

An example of using this formula could be

W = 24 bottles per week

T = 4 weeks

L = 1 week

S = 1 week’s usage, i.e., 24 bottles.

Therefore,

M = 24 (4 + 1) + 24 = 144 bottles

ROL (Reorder Level) may also be calculated as:

(W × L) + S = (24 × 1) + 24 = 48 bottles

The Pricing is based on three basic methods:

1) Cost Plus Pricing: The selling price is determined by the addition of specific percentage, of the cost price, to the cost of the drink (Gross profit = sales less the cost of sales).

2) Rate of Return: The total costs of the business are determined for a given business level and from this the percentage of the cost price required to be added to the cost is determined in order to ensure that business will be viable.

3) Market Oriented: Selling price is determined by considering both what the customer is likely to pay as well as what others in similar operations, locally, are charging.

In conclusion, the above answer described the various aspects of managing food service operations. 
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