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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. 
	
(01) 
*Product service mix
*Two way communication
*Relationship building
* Diversity in culture
*Labor intensive
*Commitment
*Interpersonal skills
*Problem-solving
*Team work
*Organized
*Flexibility

(02)
*Reservation
*Check in
*Guest registration
*Mail and information
*Baggage handling
*Telephone calls and messages
*handling guest accounts
*Check-out and bill settlement
*Check the availability of rooms in case of walk ins.
*Post all the credit charges to the guest folios (bills).
*Provide desired information to the guests
*Handle guest messages
*Guest room keys handling
*Assist in guest paging.
*Control safety lockers.
*Answer all incoming calls
 *Forward incoming calls to the desired extension, which are routed through PBX
 *Keep track of the guest telephone calls & prepare their bills and post the same to theirfolios.
 *Provide paging service for the guests & employees.
*Log all the wake up calls on the system.
*Answer the queries about the hotel’s services & products.
*Work as a communication hub during the emergencies.

(03)                                            HOUSEKEEPING MANAGERS

*Organize, supervise and coordinate the work of housekeeping staff on day- to day basis.

*Ensure excellence in housekeeping sanitation, safety, comfort and aesthetics for hotel guests.

*Prepare duty rosters and supervise the discipline and conduct of her staff.

*Ensure proper communication within the department by conducting regular meeting with the staff.

*Recruit new employees and train them for the housekeeping jobs.
*Counsel and motivate employees on various duties.
*Establish and maintain standard operating procedures for cleaning and develop new procedures to increase efficiency of labor and product use.
*Search and test new techniques and products in the market.
*Maintain regular inventory and checking of furniture, linen, uniform, equipments in the hotel.
*Evaluate employee performance for promotions and transfers.
*Approval of supply requisitions for the housekeeping and to maintain minimum stock and cost control procedures for all materials.
*Check the reports, files, registers maintained in the department.
*Provide budget to the management and control of budgets
*Check and ensure that all guestrooms, public areas, back of the house areas are clean and well maintained.


                                                           FLOOR SUPERVISORS

* Responsible for smooth operation of the floor assigned.

*Responsible for the performance of floor boys.

*Supervise Room Attendants

*Organizes and facilitates the room making process.
*Daily allocation of rooms and deep cleaning tasks to team members.
*Responsible for the cleanliness of guest rooms, corridors and heart of the house area of the floor.
*Checks the occupied and departure rooms, giving special attention to guest needs.
*Ensures that the entire operation is performed as per the laid down standards.
*To organize immediately the guest needs under intimation to EHK/Executive.
*Manage guest requests, including VIP amenities and communicating them to the relevant team members
*Routine inspection of guest bedrooms to ensure they meet standards.
*Aware of all room categories and amenities.
*Achieve positive outcomes from guest queries in a timely and efficient manner
*Carry out lost and found procedures.
*Report maintenance issues to Maintenance/Engineering Department.
*Assist Housekeeping Manager with training requirements.
*Represent the needs of the team to others in the hotel.
*Comply with hotel security, fire regulations and all health and safety legislation.
*Assist other departments wherever necessary and maintain good working relationships.
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