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I ntr oduction

HPM 131 introduction to hospitality management i®ree year, two

credit unit foundation level course. It will be dahle to all students to
take toward the core module of their B. SC in Hared Catering. It will

also be suited as an “one-off’ course for anyone abes not intend to
complete an NOU qualification but want to learn tbendation of hotel

and catering Management.

The course will consist of fifteen units, which aives basic Hotel and
Catering principles, introduction of modern hotehda catering

management systems. The materials have been deddlmguit students
in Nigeria by adapting more practical examples frahe local

environment.

The course guide tells you briefly what the coussall about, what
course materials you will be using and how you wamk your way
through these materials. It suggests some geneidkles for the
amount of time you are likely to spend on each ahthe course in order
to complete it successfully.

What you will learn in this cour se

The overall aim of HCM 101 Introduction to HospitgManagement is
the introduce the fundamental principles and apgiba of the
managing hospitable industries such as, hotelssls)guest houses and
hospitals

Course aims

The aim of the course can be summarized as follows:

This course aim to give you auanderstandingof introduction to
hospitality Management.

This will be achieved by aiming to;

Introduce you to the basic principles of Hosliiydvlanagement.
Demonstrate how hospitality management can bgieap to
modern hotel and catering industry.

Outline the design of hospitality management.

Explain to you the current debate are the rdgula and policies
associated with governmentand the competition atark

Give you an application of possible future depehent in hotel
and catering

management.

m OO wW>r
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Course Objectives

To achieve the aims set out above, the courseosetsll objectives. In
addition, each unit also has specific objectivase Tnit objectives are
always included at the beginning of the unit. Ydwudd read them
before you start working through the unit. You magh to refer to them
during your study of the unit to check on your pess. You should
always look at the unit objectives after completngnit.

Set out below are the wider objectives of the cewrs a whole. By
meeting these objectives you should have achieliedaims of the
course as a whole

On successful completion of the courseyou should be ableto:

Explain the history of hospitality management

Describe classification of hospitality industry

Design the layout of hospitality industry

Identify hazards in hospitality industry

Explain security and safety in hospitality manageime
lllustrate the cleaning process in hospitality isioiy

Discuss accidents and preventions in hospitaldy stry
Discuss electrical and mechanical accidents initedgp industry
Read and analyse staff welfare in hospitality indus

Discuss staff motivation in hospitality industry

Working through this cour se

The course should take you about 24 weeks in totabmplete. Below
you will find listed to all components of the coeysvhat you have to do
and how you should allocate you time to each umarder to complete
the course successfully on time.

Course material

Major component of the course are:
1 Course Guide

2 Study Units

3 Textbooks

4 Assignment

5 Presentation Schedule

Study Units

There are fifteen units in this course as follows:

Unit 1 The history of hospitality management
Unit 2 Classification of hospitality management
Unit 3 Thehouse-keepindgepartment

Unit 4 Inter-departmentdiaison

Unit 5 Non-commercial hospitality management
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Unit 6 The layout of hospitality industry

Unit 7 Guests rooms and properties

Unit 8 Cleaning and cleaning equipments

Unit 9 Security and safety in hospitality indystr

Unit 10 Hazards in hospitality industry

Unit 11 Accident and prevention in hospitality usdry

Unit 12 Electrical and mechanical accidents inphtasity industry
Unit 13 Staff welfare in hospitality industry

Unit 14 Staff motivations in hospitality industry

Unit 15 Factors affecting motivations in hospitaindustry.

These fifteen units have been divided into four uled. Each module
consist of units of related topics.

First Module — consist of the first four units whicdeals with the
introduction to hospitality management, the history, classificatadn
hospitality management, théouse-keepingand the co-operation
expected among the various departmentin hospitatiustry.

Second module — consist of four units (5, 6, 7 &ydvhich explains
non-commercial hospitality management, the layout of hospitality
industry, the guest rooms and properties and |laktgning and cleaning
equipment. These are sequential topics which etatene another.

Third module — also consist of four units (9, 1Q, 12, 12) which
dealswith accidents and hazards in hospitality managementing

Fourth module — consist of three units (13, 14 a4B&d which deals
with staff welfareand motivations in hospitality industry.

Each study units consists of two to four weeks ward includes
specific objective,directions for study, reading temals. Each unit
contains a number of staff test. In general, thetga# tests question you
on the material you have just covered or requioeaiply it in some way
and thereby help you to gauge your progress anginforce your
understanding of the material. Together with tutor- marked
assignment,these exercises will assist you in saglgethe stated
learning objective of the individual units and loétcourse.

Textbooks

Your tutor should be able to recommend compulsexibiooks needed
for the course and you should be able to affoqgb®sess them

Assignment File
The marks you obtain in this assignment will cotowards the final

mark you obtain for this course. Further informatam assignments will
be found in assignment file itself.

vi
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Presentation Schedule

The presentation schedule included in your coursenal gives you the
important dates for this year for the completion tator-marked

assignments and attending tutorials. Remember yeurequired to
submit all your assignments by the due dates. Ywould guard against
falling behind in your work.

Assessment

There are two aspects to the assessment of theecdtirst is the tutor-
marked assignment. Second, there is a written exation. At the end of
the course, you will need to sit for a final writtexamination of three
hours duration. This examination will also count &9% of your total
course mark.

Tutor-marked assignments (TMAS)

There are seven tutor-marked assignments in thisseoYou only need
to submit six of the seven assignments. You arewaged, however to
submit all the seven assignments in which casehibleest six of the
seven marks will be counted. Each assignment cdii®s toward your
total course mark. When you have completed eadlgrament, send it
together with a TMA (tutor-marked assignment) fotan your tutor.
Make sure that each assignment reached your tutoorobefore the
dateline giverin the presentation schedule and assignmentffiler any
reason, you cannot complete your work on time saleeatontact your
tutor before the assignment is due to discuss t&sipility of an
extension.

Final Examination and grades

The final examination for HCM 101 will be of thréeurs duration and
have a value of 60% of the total course grade. &kamination will
consist of questions which reflect of self-testipgactice exercise and
tutor-marked problems you have previously encoeuter

Use the time between finishing the last unit atithgl the examination to
revise the entire course, you might find it uséduteview your self-test,

tutor marked assignments and comments on them eefbe
examination.

Course marking scheme

The following table lays out how the actual counsarking is broken
down.

Vii
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AssessmeniMarks

ASdagnmerts Seven assignments, DESt SIX marks of the seven
1-7 count at10% each = 60% of course marks
Final examinatiorf overall Course marks

40% o

rotal TUOUY OT COUrSE marks

Course overview

This table brings together the units, the numbevexdks you should take
to complete them and the assignments that follbest

WEEKS ASSESSMENT UNIT TITLE OF WORK
ACTIVITY (END OF UNIT)

Course Guide

1
Unit 1 The history of hospitality management
Unit 2 Classification of hospitality management
Unit 3 Thehouse-keepindepartment
Unit 4 Inter-departmentdiaison
Unit 5 Non-commercial hospitality management
Unit 6 The layout of an hospitality industry
Unit 7 Guests rooms and properties
Unit 8 Cleaning and cleaning equipment
Unit 9 Security and safety
Unit 10 Hazards in hospitality industry
Unit 11 Accidents and preventions in hospitality
industry
Unit 12 Electrical and mechanical accidents
Unit 13 Staff welfare in hospitality industry
Unit 14 Staff motivations
Unit 15 Factors affecting motivations 3
Revision 2 weeks
Total number of weeks 42 weeks

How to get the most from this cour se

In distance learning, the study units replace thevérsity lecturer. This
is one of the great advantages of distance learning can read and
work through specially designed study materialgoatr own pace and at
a time and place that suit you best. Think of ir@ading the lectures
instead of listening to the lecturer. In the sanaywhat lecturer might
get you some reading to do, the study units tells when to read your
set books or other materials. Each of the studisuollows a common
format. The first item is an introduction, next & set of learning
objectives.

viii
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The main body of the unit guides you through theuied reading from
other sources. Self test are interspersed thraughthe units and
answers are given at the end of the units. Workingugh these tests
will help you to achieve the objective of the unidagprepare you for the
assignment and the examination. You should do satfhtest as you
come to it in the study unit.

Observe the following strategies viz:

)] Read this course guide thoroughly

i) Organised a study schedule and note the timeaye expected to
spend on each unit.

iii)  Once you created your own study schedule, eeerything
possible to stick to it. The major reason that studails is that
they get behind their course work

iv)  Turn to unit 1 and read the introduction ahd bbjectives for the
unit.

V) Assemble the study materials and work through wnits. The
content
of the unit itself has been arranged to provigeaguence for you
to follow.

vi)  When you are confident that you have achieveait’s objective,
you can then start on the next unit.

Tutors and Tutorials

Your tutor will mark and comment on your assignmsekeep a close
watch on your progress and on any difficulties yoight encounter and
provide assistance to you during the course. Yostmuail your tutor-

marked assignments to your tutor well before the date. They will be
marked by your tutor and returned to you as sogoasible.

Do not hesitate to contact your tutor if you neeelphby any
communicationdevice available to you most especially. If you rout
understand any part of the study units or the assigeadings or if you
have difficulty with the self-test or exercise auyhave a question or
problem with an assignment.

You also try your best to attend the tutorials.sTisithe only chance to
have face to face contact with your tutor and o gagestions which are
answered instantly. To gain the maximum benefitmfrthe course
tutorials, prepare a question list before attendiu will learn a lot

from participating in discussion actively

Summary

HCM 131 intends to introduce you to the fundamempi@hciples of
hospitality management. Upon completion of thisrseu you will be
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equipped with the basic knowledge of hospitalitynagement. You will
be able to answer these kind of questions;

. What does hospitality management means?

o What are the principles of classifying hospital mgement?

. What is anhouse-keepinglepartment and the relationships with
other

o department in hospital industry

o What are the factors to consider in the layout ofhaspital
industry

. The meaning of guests rooms, the properties anthéhietenance.

o The types of hazards, accidents and preventiortsospitality
industry.

o How can a hospitality management motivates herf siad the

type ofexpected welfare packages for the workers.

Of course, the list of questions that you can anssvaot limited to the
above list. To gain the most from this course ylooudd try to apply the
principles of hospitality managementthat you em¢euin everyday life.

We wish you success with the course and hope thawibéind it both
interesting and useflVe equally wish you every success in your future
career with National Opduaniversity NOU)
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1.0 INTRODUCTION

This is the first unit of this course which expkithe meaning of
hospitality management and the history of hospyt&listory in Nigeria.
The learner will know the various stages of hodipytananagement
development.

2.0 OBJECTIVES

By the end of this unit, you should be able to:
. Understand and explain precisely the meaninaf
hospitality management.

Understand the hospitality industries and the
Industry of hospitality managementindustry.

3.0 MAIN CONTENT

3.1 What IsHospitality M anagement

Hospitality management is the sum total organimatiovolved in
planning, controlling, supervising arm-ordinatingall the human and
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other material resources which meant to provide foom
conveniences, satisfaction and acceptable servitesguests or any
persons in a friendly and hospitable atmosphere onder to
minimize complaints, uncomplimentary statements ated reduce
waste of these resources. Where do we receivpithbke services?
Move on to 3.2.

3.2  Hospitality Defined

This is an environment whose aims are to pmvicomfortable,
suitable accommodation and safe catering servicdss safe foods and
drinks in a friendly hospitable and pleasing martoewhosoever needs
such provisions. Hospitality industry also provateillary services such
as entertainment, car hire services, telephone tatek services or
other e-mail services that is (electronic mail &=¥8) recreational
services, laundry services and security servicesveer it is to be noted
that all theaforementionedservices have to be paid for. Examples of
hospitality industries are Hotels, Motels, Guesbuses, Catering
Establishment, Restaurant and Bars, Hospitals et Centres. We
shall come to them in a later part of this coursié u

3.3 History of Hospitality M anagement

Self- assessment question

If you have a visitor from another town who arria¢e, how will you
receive him till the day break? Explain.

The nature and structure of hospitality managenoamt firstly be
compared with our culture and tradition of provigla sleeping area and
eating during our visit to a relative. When we #hout of our home to
visit a relation, that relative will cook food tate provide an area to
sleep, water to drink and to bath. Whether théatio:’s gesture and
provision for these services are appreciatedlv@ltetermined by the
satisfaction the visitor received and the impressie has about the way
the hospitality treatment was handled. This is rdmote beginning of
hospitality management in Nigeria. To add more ahybu are still in
your relation house, arrangement would be madw®oanto:

(v) Keep your sleeping environment clean
(vi) Sweep the room everyday
(vii) Wash clothes if possible

Likewise, the trends of hospitality management tgvment graduated
from cultural level to commercial and to a morehtealogical advanced
level.

The history of hospitality could therefore be trcé domestic
hospitality. This period witnessed the humble bemig of domestic
accommodation. The lodging of travelers and visitdrom one
geographical area, who for one reason or the dilaerto travel to other

2
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places. Prior to that development time, travelerdiowneeded
accommodationfood and entertainment in their journeys depended
solely on close relatives, friends aadquaintanceso host them. The
same attitudes and behaviors are still very commmooour society
regardless of sex and occupational positions. €asan is that Nigerians
are so caring and hospitable.

3.3.1 History of Hospitality Managementin Europe

In Europe, traveling in the 18th century was anivigt usual_lé]
undertaken bya few wealthy, rich and educated individuals. Ehes
travelers preferred to move together and whertnigame, they
would all want to stay at a common place caliN, which was a
public house where lodgings, drinks and meals weogided for a small
amount of money or through trade by barter system.

Question: Do you still remember barter system?

This is the exchange of goods for goods or sesvioe services.

Example, | have plenty shirts and trousers. Ifuegyou some of my
foods, you will also in return give me some of yduesses. This is trade
by barter.

At this stage, the emphasis was on providing hakpjitreatment rather
than making financial profit. In Europe, the eranobnastries activities
promoted building of missionary houses called Restses catering rest
houses. Note well, monastries is a system of litogether under one
religion belief in the same area. People were leyep to assist to
keep the place clean and provided foods,. They watied INN-
KEEPERSAn influx in the number of Inn users increased dedsafor
accommodationservices that sifted the system to financial profi
making ventures. The missionaries while realizifg ttremendous
potentials inaccommodatiomnd catering services started to build more
guest houses and more catering rest-houses imafiffcations.

3.4  History OF Hospitality Managementin Nigeria

In Nigeria, hospitality industry began with theiaat of the missionaries
on one and th&ans-Saharatrade on the other hand. The missionaries
are the white men who brought religion of Christigio Nigeria. The
work of the missionary necessitated them to bunrt rest houses and
provided catering services after their evangelieatk at the end of the
day. As they move from one geographical regionnotizer in Nigeria,
so they built rest-houses and catering rest-hotsssple were engaged
and called the domestic servants. An increase enirtnthe number of
convert who became Pastors, Evangelists and Bisheps transferred
to distant placesAccommodatiorand catering services were provided
for them. This was how Rest-Houses and Catering- Riegises started
in Nigeria
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3.4.1 The Second Stag€Nigeria Railways 1928)

The second stage of hospitality management came wdibvay as a
means of mechanized transport came to Nigeria in 1928. Tke

of wagon in Nigeria encouraged more people to trawest especially
from Lagos byail to Kano. The Hausas would come to the south to buy
kola nuts while the Yorubas went to the north tg Qroundnuts. These
traveling activities had another positive impact hmspitality industry

as the demand for sleeping facilities and eatiogeiased.

The first recognized catering organization was Migerian Railway
Caterers Limited. They contributed in no small meado building of
Guest Houses whose aim was to provaEommodatiomnd catering
services for their staff and other travelers. It @&so worth
mentioning that inside the train wagons were predidleeping beds,
foods and drinks. The era of railway in Nigeria wdee period of
people’s awareness about hotel and relaxatiotrasen Government
also started to invest in hotel industry,ivate individuals also
participated.

3.4.2 The Third Stage (1945)

After the second world war, (1939 — 1945), theres waportation of
cars into the country. This also promoted urbaimdon because
many roads were constructed to enable accesgifilom one
geographical area to another.

Roads were constructed by the then colonial govemritom north to

west, west to south, south to east an east todhé.rMore people had
opportunity to travel far and near within the coynfor pleasure,

relaxation, business and official work. Hotels &Bdest Houses were
also on the increase to meet up with the demandie Wwkople were

provided job opportunities.

3.4.3 The Last Stag€1958)

The final stage of hospitality management whe time when
the civil aviation started operation in Nigeri This was the
period of more sophisticated, technological adeament in transport
industry. Aircraft came to Nigeria, since that peli Nigeria started to
receive international people called the  foreignersexpatriate,
international tourist. The incoming of foreigae encouraged and
promoted tremendous improvement on accommodatgrrvices
and catering services to meet up with therirational standards.

We had the Nigeria hotels Limited who was formettg Nigeria
Railway caterers Limited. The first standard hoteits kind was built in
Kano called Central Hotel Kano. Other Hotels opstatinder the
Nigeria Hotels limited were:
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(viii) Premier Hotel in Ibadan

(ix) Lafia Hotel in Ibadan

(x) Ikoyi Hotel in Lagos

(xi) Metropolitan Hotel in Calabar (xii) Hamdala tébin Kaduna (xiii)
Airport Hotel in Lagos

(xiv) Hill station Hotel in Jos

Thereafter, Arewa Hotels Limited came as atiaat and
specialist in hospitality management and took dkiermanagement of
these hotels

- Daula hotel in Kano

- Durba Hotel in kaduna and closed down
- Durba hotel in Badagry in Lagos state

- Kwara Hotels in llorin

- Hawala Hotels in Bauchi

- Zarander Hotel in Bauchi

The Ibru organization in Nigeria also wentoinhospitality
management business and is managing:

Sheraton Hotel in Lagos Sheraton Hotel in AbujadNicNuga hotel in
Abuja

Self Assessment Question

Explain briefly the role of missionaries in deweihg the
hospitality in
Nigeria

Today we have many big, medium and small hoteksaich state capital
of the federation, while all are improving theirmsgees because the
competition is keen. It is only in the Federal GalpiCity (FCT) of
Nigeria that the supply of hotel is lower than themand. This is due to
the daily growing population of Abuja city. Manyyeg and old men
and women are taking hotehdcatging management as a professional
and a very lucrative business except that it istabiptensive.

40 CONCLUSION
In this unit, you have learnt about the meanindho$pitality and the

stages of hospitality industry development fronditianal to advanced
stage.

5.0 SUMM ARY

This unit has revealed the past and present histdéryospitality
management in Nigeria and the future potentiality.

6.0 TUTOR-MARKED ASSIGNMENT

1. Explain Hospitality Management Industry?
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2. What relevance has railway and motor car todiéneelopmentsf
hospitality management industry?

7.0 REFERENCE/FURTHER READING

Hotel and Catering Supervision (Social and econoasipgects of the
industry.)By Ken Gale and Peter Odgers, Published by Pitman,
1989, ISBN 0273 02 8162

Seminar papers on “Inaugural seminar 1 on Manageafdmotels and
andthe family support programme in the 21st centuiigeNa by
Mrs. C.

E. Ogunlade HOD Hotels and Catering Managémerederal
Polytechnic Ede.
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UNIT 2 CLASSIFICATION OF HOSPITALITY
MANAGEMENT (INDUSTRY)

CONTENT
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3.4 Types of Hotel
3.4.1 The First Class (LuxuryHotel)
3.4.2  The middle class Hotel
3.43 The Small size Hotel
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1.0 INTRODUCTION

This is the second unit of this course which clearkplains the
classification of hospitality industry into threeajor categories. This
unit also explains hotel industry as an importanbsgitality
management and also deals with some departmentshef hotel
industry. Categorisation of hotel industry is alisalt with.

20 OBJECTIVES
By the end of this unit, you should be able to:

o E)Underst_and different types of hospitality manageine '

. ifferentiate  between commercial and non-commérc
hospitality management. . .

. Know some details about departments in hotel inglust

. Know types/categories of hotel

3.0 MAIN CONTENT
3.1 Classification of Hospitality M anagement

| have explained the aim of hospitality industryaagelcome, receive
and provide suitable accommodations and caterimglities in a
friendly and satisfactory manner to whoso ever irdesit. Hospitality
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industry can be classified into the following caiggs, each with its
specific functions and activities.

3.1.1Commer cial Hospital Management(l ndustry)

As the name depicts and describes, it is purpaselynoney making
and profit making organizations. These types ofpltaty management
provide and selaccommodationfoods, drinks and other services. It
should be borne in mind that all hospitality marmaget falls inside one
common industry. And that industry is known as aRSEE
INDUSTRY. Remember that we have different typemdiistries in our
environment such as:

- Shoe manufacturing industry

- Textile manufacturing industry

- Upholsterymanufacturingndustry (furniture maker)
- Textbook publishing industry

- Soapmaking/manufacturinqdustry

Self Assessmentquestion

Exercise:
Can you write another 10 industries you are famvligh...................

: : In the above mdustrles they produce dlfferpmducts
they usedifferent rawmaterials, in all they belong to the same family
which is PRODUCTION OF ITEMS.

Examples of commercial hospitality industry are:-

- Hotels

- Motels

- Guest Houses and Catering Rest-Houses

- Catering Establishment, Restaurant, Bar, Canteeack Bar

- Industrial Catering Establishment
We shall later discuss these one after the other.

3.1.2Non-Commer cial Hospitality M anagement

These are the establishments whose intentions nate to make
profit but rather to provide welfare servicednd for the fact
that they do natommercialisethe industry does not mean that these
services provided are poor or unsatisfactory. Ihas like that all the
workers are being paid salaries and wages for Wk they
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perform. Examples of non-commercial and welfaespitality
industry are:

(xix) Hospital

(xx) Government Health Centres
(xxi) Government Guest Houses
(xxii) Armed Forces

(xxiit) University Halls of Residence
(xxiv) Post primary school Hostels

3.1.3 Welfare Homes

Charity homes are provided both by the governmeiaritable
organizations like ( The Rotary club of Nigeria,eR Cross
Organisation), community organization and othehilanthropic
individuals. Charitable homes are for the lessvil@ged people such
as the orphanage (fatherless and motherlakgast) school of
deaf and dump (people who cannot talk and hear syotfie blind
(people who cannot see) and the handicapped likeetichildren who
cannot walk. These homes provide comfadgcommodationfood and
other essential and technical services to make thasdicapped people
to live and survive.

3.2 Types ofHospitality M anagement

Hospitality management industry has been classifieo three major
parts, we shall now discuss different types ofgitality industry such
as Hotel, motel, Guest Houses

3.3 Hotel Industry - Commercial Industry

Definition: A hotel is an hospitality envirorent built either b
an individual or a group of people or by state oy the federa
governmentto welcome and receive guests infriandly manner
and to sell suitable accommodation and otheillancservices such
as food and drinks to any normal person who apppghysically fit and
a?reed to comply with the necessdocumentationgind instructions
of the hotel and ready to pay for the hotel smwi without prior
contract. By this definition, a hotel can provigservices on the
following conditions:

- The person must appear sensible and physidaliinét at the
point of death) or a mad man

- An handicapped who appear well is not disanaed against
except that he may need extra support and care

- Who soever is ready todocument

- Anybodywho is ready to pay and not a fraudfstethe services

- No discrimination of sex, religion, racéribe, occupation
and nationality.

- No prior contract.

These includes hotel, motel and guest-houses
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3.3.1 Segments of Hotandustry

The operational segments or units or sectors ofiael industry will

largely depend on the size and the type of anygillarvices it provides.
A big hotel will have more departments to cope with administrative
complexity than a medium size hotel. However, wallstake a proper
look at a very big hotel and discuss about the etgoefunctioning
departments. One can therefore wish to learn frdmeres to start or
choose one’s personal carrier.

3.3.2 The ReceptionDepartment (Front Office)

The reception department is the front office of anyel industry either a
first class, medium or small size hotel which | Ivabon talk about.
Reception is the most important section of a fiffite in a hotel. Front
office consist of (xxv) Lounge area

(xxvi) Reception area (xxvii) Cashier uipxviii) Telephoneunit

(xxix) Car hire services unit

(xxx) Manager’s or supervisor’s offices

(xxxi) Porter or luggage boys.

Reception area is a place where customer’s aesyiservices and
other enquires start and end. The functions ofgéheption unit are:

(1) To welcome guest in a friendly manner

(2) To receive customers and attend to them

(3) To provide necessary information about thehsgrvices to
cugomers

(4) To sell accommodation

(5)  To direct both the residents amoih-residentguests in the hotel
on their enquiries like telephone, laundry andhiee services.

(6) To makeaccommodatioiooking /reservation

The workers in this unit area are called REECEPTIONISTSYoung
and fine boys and girls (18-25 years) are preferalihe receptionist’s
working environment should be well arranged andanized to prevent
accident and unnecessary delays in attending tdtoroess at the
counter. All the working materials and documentghsas the arrival
form, departure list, guest key cards and guekishduld be ready and
handy.

LOUNGE AREA - This is a furnished area at the froffice where
guests are seated before the receptionist attendisetn. Guests are
provided with newspaper, magazines and otherngs to occupy
them before the receptionist attend to them. dlaee should be kept
neat all the time. Guest can smoke and have ligfreshment such as
tea, coffee, soft drinks and snacks.

THE CASHIER UNIT — Guest pays to the cashier anthiobreceipt.
This enables the receptionist to release the raeyn k

10
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THE TELEPHONE UNIT — There is a telephomperator to
provide telephone services in the rooms or atdoeption.

THE CAR HIRE SERVICES UNIT — Cars are offered fognsces on
cash basis to guests who want to transact busimessit some places.

THE PORTER/LUGGAGE SECTION — They assist o carrgds to
the rooms.
Self Assessment Question

1 Mention the function of a front office of a h?el
2 What are the areas to be founding a front officen hotel?

All the staff in the front office must especialljet receptionists are
expected to possess certain qualities to enabla theal successfully
with the public. They are the image makers of tb&ehindustry. Any
first impression that they show to the customer present the
impression which the guest will develop for theesthdepartments
and for the management as a whole. The followinglitigs are non-
negotiable.

3.3.3 Qualities of aReceptionist

A APPEARANCE- Regardless of sex, what a customer often notices
first in entering the reception area is the reicgyst’'s appearance.

Nice, neat and befitting uniforms give pride andfadence. This is the

responsibility of hospitality management.

B ATTITUDE TO GUEST - Good manners and respectfalysv of
approach pay a lot of dividends to tmanagemenReceptionists are the
most effective sales force and promoters throughir thlevel of
discipline. If there is an error on the part of tteeeptionist, he/she
should be polite to say “am sorry sir or ma’ oré&de, | am sorry
sir/ma”.

C SALESMANSHIP TECHNIQUE — The receptionist should possess a
good acumen to sell accommodation and promoteessalf other
available services. This quality is highly desiellhey should be able
to persuade guests to accept or buy certain ssrvidbe hotel.

D HONESTY — Receptionist must not go beyohd tlimit of
his responsibility. He should be very trust wortind transparent in his
dealings both with the customers and the management

E MEMORY — A good receptionist must have memory knowledge
of nearly all the hotels in his area and if possibith their telephone
numbers, tourist attraction centres and other iogatf interest.

11
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3.4 Types ofHotels

Hotel can further be sub-divided into first clagduxury hotel, medium
class hotel and small size hotel.

3.4.1 First Class Hotel (Luxury hotels)

First class hotel are very expensive, lavishly isited, very big in
size, provides all types of services ranging fraocommodation,
food, drinks (alcohol/non alcohols) laundry, telephone and other
electronic mail delivery services, car hire , imwming pool,
entertainment  (night clubs) banquets functionspnr  services
recreational/games facilities and have big fssafength. The
organisation is very wide. The number of rooms esnffom 300
bedrooms to over 500 bedrooms by the Nigerieandstrd of
hotel classification.

Motel and guest houses do not fall within theseegaries. They are
small to be regarded as luxury or first class hotéis is because of
their standard of services, the size of the asgdion, the staffing and
the facilities available are for the lower than tingt class hotel.

Examples of first class or luxury hotel in Nigegee: (xxxii) Sheraton

Hotel, Lagos

gxxxiii)DurbaHoteI, Badagry

xxxiv) Federal palace suites Hotel Lagos

(xxxv) Chelsea Hotel, Abuja

(xxxvi) Premier Hotel Ibadan

(xxxvii)Kwara Hotel, llorin (xxxviii)Metropolitan hotel Calabar (xxxix)
Nigon —Noga Abuja.

3.4.2 Medium SizeHotel

The numbers of rooms are not as many as theel@rss usually between
100 rooms and above. They offer wide range of sesvlike the first
class hotel. The major different is the size of ¢stablishment and the
number of staff strength. By the Nigerian standahe, following are
medium size usually owned by individual, businesanThey have 100
bedrooms and above.

(xI) Confluence beach Hotel Lokoja (xli) Royal Tioal Hotel Kano
(xlii) Airport Hotel Lagos

(xliii) Zaranda Hotel Bauchi
(xliv) Agura Hotel, Abuja

Motels and Guest Houses do nor fall within thiegaty.

12
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3.4.3 Small SizeHotel

They are less furnished and the number of guestsois lesser than
the medium size hotel. Many services are notilaMa and the

size of the establishmentis small, the staff gtiems also small while

the number of functioning department is reducedeH® demarcation
between the front office and the receptionist ufihe receptionist

performs all the duties of the front office. Smalke hotels have less
than 50 bedrooms. Motels, Guest Houses are coesides small size
hospitality industry.

Self Assessment Question
Differentiate between first class, medium and sinaikls

40 CONCLUSION

In this unit, you have learnt that hospitality mgament means how to
cater for people in a friendly and cheerful mant@renable the guest
appreciate your services.

5.0 SUMM ARY

This unit has revealed the importance of hospitahanagement
to our traditional, social and economic life. Hatedustry is one of the
commercial industries in hospital management ingusthich shall
continue in the next unit 3.

6.0 TUTOR MARKED ASSIGNMENT

1 Explain the differences between commerciahd anon-
commercial hospitality with examples.
2 Explain front office of an hotel and their fuioct.

7.0 REFERENCES/FURTHER READING

Hotel, Hotel and hospital House-keeping — 3rd editby Joan C
Branson,Margaret Lennox, Published by Edward Arnold 1976.
ISBN O 7131 1974 8

Theory and practice of catering and hotel manamenby R.A.
Salabi Published by Tamaza Publishing company Limited 1st
Edition ISBN978-204- 04 -3
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UNIT 3 THE HOUSE KEEPING DEPARTMENT
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1.0 INTRODUCTION

In this third unit, | will continue with the houseeping department of
the hotel industry. Remember that | have onlyudsed about the
reception (front office) as a department. The Houskeeping is
the second major department to discuss. In thisosecgou will learn
about the importance of this department in hodpjtaidustry and the
types of organization which is expected to takegla

2.0 OBJECTIVES

By the end of this unit, the leaner will be able to

. Understand the roldnouse-keepingdepartment plays in hotel
industry

o Know how to organize house- keeping department

. Know that you can become a professional office @oléh
hospitality
industry.

3.0 MAIN CONTENT

3.1 The House Keeping DepartmentCommerdal

House-Keepingn any hotel, motel or guest houses play emineletiro
the life of such establishment. This department haslot of
responsibilities to perform in hospitality industibe it commercial,
welfare or charity. In hotels, motels and guesises, the department

14
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is noted to be the financial backbone of such amgdion. This is due to
accommodationt sells whose turnover is highest when compareat wi
what other departments contribute to the dailypnthly or yearly
turnover. Therefore, no serous hospitality stdyiplays toy with
the organization affairs of house-keeping.

The responsibility of the house-keeping depantmdas usually
that of a woman. Majority of the hotels prefer #en(a woman)
with accumulated wealth of experience to adminiserhouse keeping.
The preference of a woman to a man is believed Wahen are
generally neater, more careful and keep better h@uomestic) than
men. Although there is no hard rule or law thgtidaite a man not to
be a house-keeper. The supervisor or the assitstanbe either male
or female. The room stewards are males. Femalesareallowed to
be bed room stewardess due to tendency oduaksensation
which can arise from male guest.

3.1.1 The Duties Expected of & ousekeeoer

The duties ofhouse-keepingn any establishment are the same. Below
are some of the major duties.

A A good house-keeper coordinates very well heff staensure that
work goes on smoothly without complaints.

B She also coordinate well with other functionirgpdrtments of the
hotel as she constantly conducts inspection ron@gtemises.

C She is generally responsible for the maintenafdegh standaraf
cleanliness and environmental sanitation of the establightm&he
organizes her staff to cover these assignsnerthe front
office, general toilets, corridors, externalemises, offices, staff
rooms, gutters, the lounge and disposal of wastklitars fall under
the house-keeping.

D She inspects occasionally but ensures that gweshs are decent,
neat, well dressed and ready for occupation on sichedule.

E She administers, plans, control all the itemsmhéa house-keeping
use. She has a store where she keeps all the ahateri

F She recommends to the management, what wahdt would
be required so as to maintain the standard of sesvand if possible
improve on it.

G She plans duty roster
H She orders and issues items and keeps records

| She keeps and controls the following

15
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» master and sub-marked keys

* lost and found items with the register detailihgm
* hotel inventory book and records

« first aid box

» all cleaning agent, tools and linens store

» daily room situation report book

J It is also the responsibility of the house-keefpeconcerns herself
with the floral decoration of the rooms, the loun@ent office, some
managers’ office and in most cases the restaurant

K The security of guest and their luggage, inclgdiafe guarding the
whole house-keepinglepartment’s properties against theft and fire
hazard, and prevention of other hazards garts of her
prime concern.

L The House-keeper should establish good workitagiomship with
the maintenance and engineering department, otberwhe will be
failing herself and the whole hotel management. Awyel, motel or
guest house which allows it self to suffer maintereaproblemaswill
have all the room facilities and equipment spodhd packed up.
Consequently, customers will be denied saligfa services and
series of complains will be forth coming which iodies that all is not
well. This shows signs of poor organization wibrrespondingoad
services to the guests.

M She delegates authority or her assistance

N She disciplines her staff when necessary. Ingaebtablishment, she
recommends for staff dismissal. She can also engadeemploy staff
that is she can engage casual workers as wellragpent worker.

3.1.2 AnOrganization Chart for a Small Hotel

Figurc A

HOUSE-KEEFPING ORGANISATION

HOUSE-KEEPER
SUPERVISOR

~¥

J |

HEAID ROCON HEAD I AUN
STEWARD DRY MATDMN

ASST. HEAD l
ROOM STEW.ARD

LINEN

! [ ATTENDANT

l STEWARDS ]

ns

i-(ll.\?\.ll-'{:w‘ ]
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Figure A: This types of organization is suitabler f small hotel,
motel or gued house where the head of thwuse-keepingis a
supervisor either a male or a female. There is omlgy Head steward
with assistant. The number of assistants dependthemumber of
stewards that he is assigned to control or the mundf rooms. The
number of stewards also depends on the volume sgoresibilities
assigned to them. We shall soon discuss aboutiissdof the stewards.

Self Assessment Question:
List as many duties of a House-keeper

3.1.3 An Organisation Chart for a Medium, Large House-
Keeping Depart ment

FiGURE B

[ HOTEL
HOUSE-KEEPER

4

[ ASST. HOUSE-KEEPER

-

" SUPERVISORS

HEAD

| HEAD | |
STEW '\I<I'RJ FLORIST | | LAUNDRY MAM™N

I'.‘"-!I \‘\-.'\.Rl":‘i]

CLEANERS

STUDENTS LINEMN
O™ LLT.F AT TENDANCE

Figure B The type of organization ingure B is suitable for a
medium or big size hotel. There is always one house-keeper in the
house-keepingdepartment. The only difference can be the level of
responsibilities and the job description.

THE ASSISTANTHOUSE-KEEPER- The number of the assistant
housekeepers depends on the size of Hurse-keepingepartment
which also depends on the levels of responsitslgigsigned to each of
them. The house keeper plans and decides tmaber of rooms
under her control. The assistant house-keepgnmianecessarily be
more than two in a big hotel.

But in a medium size it can be limited to only one.

3.1.4 TheSupervisors

The number of supervisors depends on the numbeooms or
chalets allocated for control and supervision paepdhere is no fixed
number of rooms. It all depends on the organizatidowever, the
supervisors perform great task in ensuring thaim®oare properly
cleaned. They follow up the room standards perfoigeao minimize
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mistakes and errors. Their function in maintainimgh standard of
cleaning rest solely on the efforts they put in.dAthat is why their
number are reasonable in both medium and big sizel.hThey take
order and instruction from the house-keeper

3.1.5 The RoomSteward

The hotel management and or the house-keeper sbewcry careful

about the recruitment and engagement of bedrodendsnts either
in a small, medium or big hotel, especially thtss will work in guest

bedrooms. The duties of the stewards entail a thegree of honesty and
trust, because this staffs often come into intinbateh with the quests
valuables in the rooms.

It is not uncommon to see hotel guest dragginghinvese-keeper or
hotel manager to the police station because thepgsty is missing and
they hold their room steward responsible for tteslo

Owing to high incidence of theft in hotel roomdheit a small, medium
or big size are now warning and advising their eespe guests to
always deposit their valuables items for safe-alstotherwise, these
hotels management shall no longer be held liakMeafty losses in the
room. Below are the duties performed by the steward

DUTIES OF BEDROOM STEWARDS

a) Cleaning quest rooms, toilets, baths, dreds#g with clean bed
linens
(bed sheet) putting toiletries that is the questps tissue paper
(toilet roll)

b) Clearing away used plate, drinking glassestlegu and
service trays which were served by the room sersiewards.

C) Reporting any damage and fault promptly to #hgervisor
who then informs the house keeper or directly dhlé
attention of the maintenance department if suéhudt can
be rectified within the shortest possible time.

d) Sending dirty bed linens and guest laundriptolaundry room. e)
Theyalso  assist tH®use-keepeis these ways by:

f) Reporting stolen property, lost and found &esc in a vacated

room as

well as forgotten items.

Reporting any suspicious matter and bad habisit guests.

Keeping vigilance on the rooms while wodk by

ensuring that unauthorizedpeople are not loitering round

the rooms.

S Q
=

3.1.6 TheFlorish

She is responsible for all floral arrangement aadodations throughout
the year. This position is not important #se house-keeping.

18
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Supervisor normally  undertakes this  responsgbili Some
establishment can even contract out this jobftoveer contractor.

3.1.7 TheLaundry Headman

This is another sub-section of house-keepdwpartment. It is
equally important integral part of theuse-keepingt major functions
are:

a) To receive hotel linens such as the guest rodred sheets,
pillow cases, blankets, restaurant table clothesgrviette
clothes, staff uniforms and guest laundry (guleghes).

b) To wash these materials and iron them propeJlyo account for
the guest laundry.
d) To return these items safely without any dammage

3.1.8 TheCleaners

The hotel cleaners are responsible for:

1 Cleaning the corridor in medium or big hotelsut(m a small,
the steward do the cleaning of corridor) the stages

2 Sweeping and cleaning the external premidegshe hotel
like the gutters, entrance, car park, removakabwebs,
throwing away debris in to the dust bin, emptying

dustbins into the nearest refudiemp. '
3 Engaging in odd jobs like carrying heavy furnétu
4 Sweeping and cleaning offices, lounge areat trffices.
5 Assisting the steward in major cleaning.

DUTY ROSTER INHOUSE-KEEPING

This is a list of staff names indicating the tinfetbeir duties and when
they are off-duty either on weekly, bi-weekly or mioly basis. The
house keeper prepares it, a copy goes to eacle sughervisor, one to the
assistant house keeper and one copy is forhthese-keepingotice
board. The purpose of a duty roster is to enaldé staff to know the
exact time to report for duty and to close. Itesywuseful because some
staff are always assuming. “l thought | was onraften duty” when he
is expected in the morning duty.
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STAFF DUTY ROSTER OR ROTA

S/NO §TAFF POST MON TUEWED THUR FRISAT SPUN
NAMES
M ASIEWARDOFFMMAAMM
ZBTAOFF AIMM M M
SCTAAOFFIMMM A
S ULLEANER M M MUFFIA M A
JETAAAMUFFAM
6 FYTEWARIFM AM M M|OFFM
FOTMAMANMMOFF
SHITMAMUFFMAM
OT*IOFFMARAAM

TOJYLEANEA MUOFFAAA A
ITKfFMM AP MOFFA

KEY

M = Morning duty 6.30am — 2.30pm
A = Afternoon duty 2.00pm — 10pm

Total number of Staff 11

The above formats used to complete higher numbestaff. Staff
Assessment Question

a) Who is a bedroom steward?

b) Who is a florist?

¢) Who is a laundry man d) Who is a Supervisor

40 CONCLUSION

In this unit, you have learnt about the meaning dred importance of
house- keeping department in hotel, motel and dumstes

5.0 This unit hasrevealed how a house-keepinglepartmentis
organized andyou have known the different functions each level
of staff perform from the house-keeper to thérbem steward.

6.0 TUTOR MARKED ASSIGNMENT

1 Explain some of the function bbuse-keepingepartment
2 Explain briefly 10 duties of an house-keeper

7.0 References/Further Reading

Hotel, Hotel and hospital House-keeping — 3rd editby Joan C
Branson,

Margaret Lennox, Published by Edward Arnold 1976BN 0 7131
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INTRODUCTION

This is the fourth unit of this courselntroduction to hospitality
management. Remember that | am still discussingégenents or units
or department of a hotel industry using a big hotelfirst class as a
reference which has all the expected functioningadenents. | have
discussed reception (front office). | have staridith the house-keeping
in unit three. Unit four will complete discussidmaat thehouse-keeping
department. In unit four, you will learn about thater-departmental
co operation that should exist between hbase-keepin@nd
other department of the hotel.

2.0

OBJECTIVES

By the end of this unit, you should be able to:

Understand the meaning if inter-departmentalogeration in
hotel industry

Know the importance of this responsibility

Understand the different co-operation expeéctto exist
among various department of the Hotel.
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3.0 MAIN CONTENT

3.1  Understanding Inter-Departmental Co-  Operation
(Liaison)

Inter-departmentato-operation or liaison is a mutual understandimdy a
an agreeable relationship between an hotel hougpekeand other
heads of department. The objective is to bringiffit and satisfaction
both to the customers at large and to thenagement as a
whole. Efficiency and satisfaction are the dirkatctions of good

services that make an hotel to be regarded as omy good but

perfect. A good hotel portrays good management

3.2 House-Keepingand Reception

The house-keeping and the reception departmentsicstagree to a
great extent, understand the duty of each othees@hwo units are
very much inter-related even more than any other uwits of an hotel
industry. Hence it can be said that one departmanhot exist and
function very well exclusive of the others. If tkas no receptiorhouse-
keepingdepartment cann@xist toperform well and vice-versa in a well
organized hotel, be it a small or big hotel in ascmas guest rooms are
involved.

Another factor to consider is the fact that gomypblem which
adversely affects one department will alsoealy or indirectly
affect the other negatively. These two sectiorescamplimentary
department of an hotel.

Below are some of their relationships:

A Reception provides and give useful informatiorctistomer about the
atmosphere of the bedrooms and chalets like thiétiles available
thereby sellindnouse-keepingroducts.

B Reception also provides essential informatiorthe house keeping
about room reservation time of arrival and if neeeg any special
requests that should be met or provided beforekuhgm.

C The house-keeping also depend on the tepprepared by
the reception about the daily occupying rate (ih#te number of rooms
occupied when compared with the one not sold) toepied rooms and
vacant rooms. (vacant rooms are rooms not soldndudaily
business hour.)

D The Reception relies much on the informatiom areport on

the rooms situations example faulty rooms, dressed undressed
rooms, vacant rooms, occupied rooms, rooms urgains etc to enable
the receptionist know the rooms that are avail&drisale .
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E The reception also informs theuse-keepingbout guests who are
on daily checking out list.

F The house-keeping also informs the reception tadpoests forgotten
and found article for the possible return of samte owner.

Self Assessment Question

What do you understand by the word Liaison

3.3 House-Keepingand Kitchen/Restaur ant

The essential co-operation are:

1 Room service to the resident guest is very védal it yields a
good proportion of hotels revenue. The food angebsge
service staff should ensure that food orderedd promptly
and satisfactorily served.

2 All the restaurant table clothes, serviettelckrtd staff uniform in
the kitchen/restaurant sent to the house-kgeplaundry
are to be attended to as quickly as possiblédararought back
at a reasonable time.

3 All the used plates are brought out of rooms thmy house —
keeping room steward while the restaurant room iserv
waiters collect the plates and sent to the kitahash up area.

3.4 House-Keeping And Maintenance (Engineering Services
Department)

| have briefly emphasized the importance of these departments to
each other. It is the prime concern and prioritytleé house-keeper this
time to ensure that good working relationships witis department are
established. Otherwise she will fail herself, d&smr herself and
disappoint management expectations. The mutudioethips are:

1 The house-keepingnforms the maintenance about faults either
minor or major for their prompt action.

2 Reporting any damaged and broken items in tbesofor repair
or replacement.

3 Maintenance department has sub-sections like elbetrical

section, plumbing section, carpentry section; theude-keeper
should know these sections and know their foremacharge of
each unit

4 For any major fault in the room, the house keepan
invite an outside contractor with the approval frome overall
Manager o the whole establishment.

5 She ensures that she is used to a cplti contractor
as it is dangerous engaging different hands qaréicular
repair. The life span of such equipment will nostldong.
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Secondly, she will not be able to access whichhe workmen
(contractor) are really doing a good job

3.4.1 Other Inter-Departmental Co-Operation in Hotel

3.4.2 Reception and accountslepar tment

The recognized liaisons that exist betweere theception and

accounts department concerns billing of quest atcothe reception

must exercise proper care to ensure that all exgsesuisd payments are
posted correctly. It is always difficult to recovemoney from the guest
after he has checked out. Even if such a custooraes back in future,

there is no assurance that the hotel can recabhe& money even

where there is a clear evidence ofindel#ssgn

The customer may refuse to pay. This types of sanashould be
avoided as it usually develops into a hot argumdnth can lead to a
breach of peace and future loss of patronage. diss the responsibility
of the reception to inform the accounts departmémbugh their
record about the daily room occupancy, the salederaad the discounts
allowed

3.4.3 Reception andRestaurant

There is a need for a good communication channetisi between these
two departments. The expectamb-ordination task between these
departments is prompt release of information onabivities of one

department which may require the services of themtAny confirmed

booking either for a group of people, organizaticiubs, seminar,

workshops which originate from the reception stdug notified the

restaurant department, most especially if the guast to be provided
with catering services like foods and drinks.

The necessity for this advance information is liygrsb enable the
restaurant manager or food and beverage managjais® with the chef
(the head cook) and to make necessary food iteragable before the
arrival day. Secondly, it prevents the embarrasgmwhich lack of
information usually cause. Thirdly, all the dtien/Restaurant staff
will be well briefed about the necessary agement to be made.
Such information from the reception tothe restaudapartment includes
the following:

* the date of arrival and time

* the date of departure and time
* the number of nights

* the number of guests
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* the type of menu required, most especially, i€ uest are trainers,
though the food and beverage Manager may likelyleathe aspect of
the catering including the price

* the limit on individual food consumption and wvitner alcohol is

inclusive,

3.4.3Administrative Department and Other Depar tment

It is administrativelyimportant that as well organized hotel has means
and strategies of coordinating and managing tredrafbf all department
either in a small, medium, large hotels, motelsssjthouses working
toward common objective. It is a sign of poor masragnt(mal-
administration)of each department is allowed to operate on its own
without any form of control, checks and balancessy&tem whereby
there is an absolute absence of monitoring of gietsvand no constant
and regular reports from the various heads of depants (HOD) depict
ineffective administration.

The administrative department is therefore expetideshoulder its full
responsibility by correcting these deficiencies. jdaresponsibilities
include controlling, directing, supervising and rtory the performance
of all the sales and other functioning departmeAts.administrative
department is like an umbrella under which all otepartment find
protection. It is a powerful department that foratel policy, takes
crucial and vital decisions on important matters iasaffects the
operations and management as a whole.

In addition, the administrative department providesmpany's
guidelines on rules and regulations meant to bereedl by the H.O.D.
Senior staff and intermediate staff recruitmenty j@escription, job
specification, termination and dismissal, pensigratuity, promotion
and appraisal are paramount functions of the adunative department.
The junior staff appointment and discipline andntieration are the
responsibility of the heads of department in adavgmedium size hotel.
General staff welfare, staff job security, safeazéirds and health care
are also the concern of administrative department.

Furthermore, in monitoring the geneparformancef other department
of the hotel, the administrative department assefise performance,
progress and contribution of each department tosvérd growth and
development of the hotel. This assists managentewtetect out the
departments that need more administrative or fihm@ssistance with a
view to improving performances.

It follows that an hotel’'s administrative departrhesthould possess
capable competent and well experience personnelaghoperform all
the functions enumerated above. The administradigpartment in
addition to her tasks, sets sales and profit tardet each sales
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department which makes possible objectives anduatiah of the
achievement possible.

The functions of administrative department of tio&ehsolely rest on the
overall boss who is either a Director, Managingebior, General
Manager of hotel, either in a 10 bedroom chaleb&3rooms hotel 300
and above, there is a dire need for an effecddministrationThe role
and value of leadership in hotel industry mustlmtnderestimated and
it is non-negotiablef he aim of hospitality industry must be a reaktly
all time.

Self Assessment Question

List the importance of co-operation amohguse-keepinglepartment
and the maintenance department.

3.5 Importance of the Hotel Industry

Lastly we shall round up this unit by considerirapmomic, social and
other societal benefits of hotel industry.

(2a) EMPLOYMENT OPPORTUNITY: Hotel industry is an employer
of lab our requiring the services of educated astdoo educated, skilled
labour, semi-skilled labour and un-skilled labour.

(b) NATIONAL PRODUCTIVITY: It increases the numbeof
Nigerians who are working and not only just eatiogds like the
children and students

(c) AN INFLOW OF FOREIGN CURRENCY: When foreignezeme
to Nigeria and stay in hotels, they money whichytlearned in their
country are spent in Nigeria. By this method moogeign money
(currency) comes to Nigeria.

(d) TOURISTATTRACTION CENTRES: Modern hotels with modern
technological and architectural designs are wadhing.

Many Nigerians and even some foreigners (Tourgsho these places
to relax and go back to their home and destination.

(e) SECOND HOME: Hotel acts as a second home ¢plpevho go
and put up inside Hotels have sleeping facilitied @atering facilities.

(H SOCIAL ENGAGEMENT/FUNCTIONS: People who havecsal
engagementdike wedding reception, open traditional dance with
adequate space often go to hire spaces hotel ésettype of functions.
Seminars, Workshops, Conferences are also orgamsédtels. One
hotel generates revenue from these type of funstishile the society
also benefits by satisfying and achieving theireahbyes.
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40 CONCLUSION

In this unit, you have learn about tir@erdepartmentato-operations
among various departments of the hotel and the itapoe of hotel
industryin our society.

6.0 SUMM ARY

This unit has revealed the relevance of the funoig departments of
the hotel to have mutual understanding to enabéentivork as one
team and achieve one common goal objective.

7.0 TUTOR MARKED ASSIGNMENT

1. What type of co-operation do you expect to exigiveen the
house-keeping and the Reception department?

2. List some of the importance of hotel industry taiysociety.

6.0 REFERENCES/FURTHER READINGS

Theory and Practice of Catering and Hotel ManagerhsnhEdition by
R.A Salami Published by Tamazo Publishing Co. Ltd 9419
(SBN 978 -2104 04 - 3)

Hotel, Hostel and HosEitaI House-Keeping 3rd Editloy Joan C.
BransonMargaret Lennox Published by Edward Arnold 1976
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1.0 INTRODUCTION

This is the fifth unit of this course. In this ynyou will learn about the
meaning ofNon-commercialHospitality Management and how it is
being organized. You will also learn about typesnoh-commercial
hospitality management. Remember that previous ulialt with
commercial hospitality management.

20 OBJECTIVES
By the end of this unit, you should be able to:

. Understand whaton-commerciahospitality managementis all
J about.

Understand how to managen-commerciahospitality industry
. Know the differences between commercial and nonrseraial

hospitality management.
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3.0 MAIN CONTENTS
3.1 Non-Commercial (Welfare) Hospitality M anagement

These are welfare services industry establisheddgovernment and in
some cases Iphilanthropistdo bring reliefs to certain individuals in our
society who are suffering and dying and still gpersling huge sum of
money onaccommodatiorbills in the private sector of the hospitality
industry. It is part of any sensible governmenttions and commitment
to provide free health delivery system to the syciélospitals and
welfare homes are established purposely not to rpadd@ but to cater
for the wellbeing of the society in which | and yeelong to.

Once again, let us remind ourselves about the tgp@®n-commercial
hospitality management available in our society.

- The hospitals and health centres
- The armed forces

- University halls and residence

- Post Primary school hostels

- The welfare/juvenile homes

The history of development inon-commerciaindustry is alike to the
same ways the commercial hospitality developed. Tissionaries
greatly assisted by building hospitals in varioastp of the country.
Some arestill functioningvery well till today.

Examples are: The ECWA Eye Hospital in Kano and
The ECWA Hospital, Egbe in Kogi state

And other places are where these missionariessitsted downEven
though hospital industry falls under theon-commerciahospitality, the
rapid developmentin the industry had encouragedatnmercialization.
We now have medical doctors establishing their gievhospitals and
clinics and are making money. We have individuajpe who consider
hospital management as profit making and thereligbished big
hospitals.

On the other hand, we can justify hospitahas-commerciafrom the
historical background. Traditionally, we still expace wherebirth
deliveriesare free of charge in he villages and also sormecties in the
urban centres. The active involvement and partiompaby the private
individuals to commercialise th@n-commerciahospitality industry is
mainly due to the fact that the government of thg cbuld not cope with
the demands of free health delivery programme bidimg new
hospitals. In a nut shell, the personnel in hospitandustry either
private or government owe it a duty and sensaesponsibility to
provide efficient hospitable services in a friendliyeerful and satisfying
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manners. It is ti be borne in mind that hospita# ftinder service
industry. | have already cited service industry.

Self - Assessment Question

Can you list ten service industries you are famiidh.

3.2 Organisation ofNon-Commercial Hospitality M anagement

Human efforts and endeavours that make use of peet@nd material
resources deserve proper and efficient organizdatioprevent failure,
disappointmenand total collapse. The house-keeping serviceslis bf

residence, hostels, welfare homes and in hospdll dnder the
leadership of somebodyin the management set up.

In hospitals, we have patience patients who are ghests in the
wardrooms. In Schools and University, we have siudeho are the
guests in hostel or hall of residence. Even in avelhomes, we have the
handicapped who are the guest in he dormitorythdse places must be
kept cleaned, properly looked after, carry out ieeessary repairs, the
bed linens (bed sheets, pillow cases for he paties¢, staff uniforms)
have to be properlytaken good care.

Not only this, they need catering services. Foaus @inks on dietary
recommendationfor the patience has to be provided. Even though th
undergraduaten the University are no longer fed by he governimire
student have to be fed regardless whether theanp&uiave paid for it or
not. The food for the student are usually subsidied

As we have small, medium and large hotels, we aBeoe hospitals
classified into these categorily. The number of rbeths equally
determines the size of the establishment. Thoughesare medically
specialized on certain field than others. Exampde a

- Nationals Orthopeadic  hospital who specialist bones
treatmentand fixtures.

— Eye Specialist hospital who specialise ontegatment.

- Specialist hospitals specialise on certain aredsmedical
treatment. In the

University halls of residence and student hostéke number of
residential blocks and halls determine the sizéhefhouse-keepern
University a block of building may contain 50 roomsd each room,
and each room contain two or thraedergraduatstudent. In secondary
school, there is a big hall where beds are arrasgkxby side along the
wall.
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The little name for personnel in hospital and ediooal house-keeping
differs from hospital to hospital, sometimes therav@Officer’ is often
use like the domestic officer, or matron to meam hlead of the house
keeping under whose jurisdiction we find cateriagvce.

There are many departments in hospital industrywadave it in hotel
industry and there is need for progerordinationand inter department
understandingmong them. The following are some notable departme
that arte actually involve in the management ofitickistry.

The house keeping department

The catering department

The laundry department

The store department

The estate engineering services department (mainoe) The personnel
department

The account department

The security department

The above organization is for the big hospitall@ghment. Some small
hospitals have no catering department. In thatsdn, patients rely on
the food brought from outside or from the relatios also maintenance
of equipment and facilities are on contract basitie account
department/personneiay be handled by the secretary or the office clerk

3.2.1 House —Keepindepar tment
This department headed by either a Matron, seraorestic officer or a

house-keeper performs all the functions of hoteldeskeeper to avoid
repetition.

3.2.2 The Catering Depar tment
This department provides specific and particulaoremended foods to
patents in their ward. The type of cooking and éugents use vary as

cooking is done o specific instruction. Some pasienay not require salt
in their food or sugar e.g

3.2.3 TheLaundry Department

These cater for washing of hospital linens as weehia in hostel
industry. This can be washing machine, or manublarontract.

3.2.4 The StoreDepar tment

It issue both provision, food items to the cateriigpartment as well as
items to be used in tH®use-keepingepartment within the patient ward
or | he theathre.
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3.2.5 The MaintenanceDepartment

Function in the same way as the hotel maintenamee t
3.2.6 PersonnelDepar tment

It deal with staff matters, staff welfare, employmetermination,
training, promotion and other administrative fuoos.

3.2.7 The AccountDepar tment
Keeps record of all transaction, both the expemelitual the revenue

The security department provides security to livpsyperties and
environment of the hospital industry

3.3  University Halls of Residence anélostel

| n the past, University student ate in the cangafsteria. Self service
was | operation and tray service. Students linedvitp their tray and

food is dishedon the service plate. Student ate by giving teketthe

cooks. Now a day such facilities have been stoppledmore laundry
service. What is obtainable in the hostel now panes of room facilities

by the engineering department. Such repairs incluate leakage and
repairs, faulty toilet, maintaining cleanlinesstbé campus, corridors,
window glasses etc which fall under the house-kagpi

Planting of tress are normally contracted out anddg landscaping
system. Planting of flowers and potted plants

In the past, primary school student are providdd eatering service, the
breakfast lunch and dinner are provided daily tgloeach school term.
The school Matron controls both the catering seswvi@nd the dormitory.
The level of staff is very low. Students in secaiydahool assist to keep
their surrounding clean with few cleaners employsd the school
authority to look after the strenuous job. The shidsweeps their
dormitory, lay beds, wash their toilets and batimns.

The school authority undertakes few maintenance goich as repairs of
leaking roof, falling doors and windows and replaeat of iron beds
such as single type and double decker type.

Self - Assessment Question

List all the departments you know in a big hospital
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3.4 TheWelfare/Juvenile Homes

The responsibilities of looking after the handicegppand the less
privilege children rest upon the school head (ppal} and the welfare
officers. The school principal must be someone wha specialist in
handling handicapped and less privilege childrdme Welfare officers
are in charge of training these children In manghtecal and
demonstration way. There could also be social welfafficers who
assist and train them technically. The welfare rattets ensure
cleanliness of he hostel and maintaining the cleas$ of the entire
premises. They assist the children arrange alt teehnical tools which
re meant to assist them function well. There ate &d philanthropists
and philanthropicorganizations that complement government effort by
assisting and providing technical aids and footh& children. Welfare
homes aremon-commerciahospitality industry.

The juvenile home is another school unden-commerciahospitality
industry. These are under aged children who aleeeibo stubborn or
uncontrollable at the parent home or those whovere can not be
convicted for crime. They are kept in this schoaltiluwhen they
graduate and proceed for further reading. Thesetywes of welfare
home provide sweepingiccommodation,catering services, medical
services and other technical aids to alleviate theficiencies.

Self Assessment Question

How many welfare homes do you know and which yoeehasited, how
does it look like?

40 CONCLUSION

In this unit, you have learnt the meaning and typkeson-commercial
hospitality management and the type of organizahanis available.

5.0 SUMM ARY

This unit has released to you the major differeftmdween the
commercial hospitality management and tlo@-commerciahospitality

management in our environment as one establishieddoey and profit
making (commercial) and the other as non profit imgk(non

commercial) welfare, charitable services.

0 TUTOR MARKED ASSIGNMENT

6.

1. Explain 5 important departments mon-commerciahospitality
industry

2. Explain welfare home?

3. What are the differences between an hospital atidrmeehome?
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7.0 REFERENCES/FURTHER RAEDING

Hotel, hostel and House-keeping 3rd Edition by J&nBronson,
MargaretLennox Published by Edward Arnold 1976, ISBN 07131
1974 -8

HND final year Handouts 1992, Kwara State Colle§elechnology,
llorin.
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1.0 INTRODUCTION

In this sixth unit, you will learn about the layaooithospitality industry.
You will be very familiar and understand the vasdactor to consider
when an hospitality management industry is to babdished.

2.0 OBJECTIVES

By the end of this unit, you should be able to:

. Understand the meaning of layout of hospitalityisily
. Understand what to do if you want to establish aspltality
establishment.

3.0 MAIN CONTENT

3.1 The Layout of aHospitality Industry
The lay-out of hospitality management industry dympfer to planning

and arranging of activities and resources to estalin environment of
hospitality.
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3.2 Planning AndArr angement

Planning and arrangement involve looking for theeesial materials
resources, methology, strategy and putting allfémidable ideas into
realities. Planning of hospitality industry involires following stages.

3.1.1 Designs of the&establishment

After a plan or an idea has been made, it has iatbspreted into clear
visions. The first step is to consult a designer &m architectural
interpretation of your idea. An architect is a gfied person who has
undergone educational training in drawing and desgybuildings such
as residential homes, business offices, commeroilstries, non-
commercial industries and market complex. The aessipould show the
following features.

a) The shape of the building (external view)

b) The size of the building to determine the dafacsdion into
Big Hotel or Big Hospital
Medium Hotel or Medium Hospital
Small Hotel or Small Hospital

) The type of rooms and the number of gueststdimd such as:
Single rooms, double rooms, executive rooms, etusliites,
business suites etc. In the hospital, the sizeghef hall, the
numbers of beds to contain, private patient wardooms are to
be specified inside the design.

d) The number of guest rooms will be revealeddésign for many
storey building called the sky-scraper (tall bimty). Sky-scraper
building economises space and when guest is dghafloor, he
appreciates the beauty of the environment becaesean see
many far places. We have many types of Sky-scrhptels in
Nigeria such as:

- Nicon- Noga Hilton hotel in Abuja
- Premier Hotel il badan

- Central Hotel irKano

- Federal Palace Hotel in Lagos

- Eko Holiday Inn in Lagos
- Metropolitan Hotel in Calabar

- Ikoyi Hotel in Lagos
All these hotels are very tall building with magdrs like 5-10 floors.

3.1.2 The Type of Services to BO&ffered

The standard of the hotel determines the type mvices to offer. This is
reflected in the architectural design to show theous departments such
as the front office, the food and beverages departnthat is (the
kitchen, restaurant, bar, banquet), theuse-keepingbedrooms), the
auditorium(a big where people can sit for receiving lecture, tragpi
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conference, meeting and workshop) banquet hall (@vhsocial

engagement takes place like wedding receptionakadaht parties, get
together etc) office such as managers’ office, éxecutive officer’s

office, supervisor account office, personnel offisecurity office, public
toilets which is very important on he design, swimgn pool,

recreational facilities field such as tennis cotihis design is for the first
class hotel or Luxury hotel. The hotels that megtwith the above
standard in Nigeria are not many.

3.2 Land

Availability of land is another big problem to tpanning and executing
the project. In Abuja for instance, land is notikalde as one would like
to possess it. Land that is available is maximuuatiyzed by building
sky- scrapers., but in developing state capithksreverse is the case. If
you happen to go to confluence beach hotel in LakojKogi state, the
hotel acquired ample space of land and built cbigrihstead of a block
of many storey building. The type of visibility sty carried out gave
opportunity for the future extension.

3.2.1 The Advantages and Disadvantages of Chalets Bungalow

Over Storey-Building

A Bungalow is comfortable for guest as no stregssdeded to climb
unlike sky-scraper.

B Even though lifts are provided in tall buildinglectricity failure
can cause
disappointmentnd a guest has to climb many floors to his/her
room.

C Incases of eventualities such as fire out brirekguests in the tall
building are vulnerable to injury and escape maydifficult
unlike the chalet where the guest can quickly ruinod his room

D Room service are strenuous, even though therdigirt catering

services provided in each floor, this often leadétay in service.

Where land is scarce, sky-scraper is the answer.

Maintenance job in the skyscraper building isrendifficult and

involve more risk hazards than the bungalow espigciden re-

painting external views, and when repairs on theanditioners
whose compressors are filled outside.

mm

In hospitals, skyscraper is often avoided becadisBssomfort and the
inconveniencesit causes to the patients. Bungalow buildings are
preferable to the tall building. Hospitals in moases do not go beyond
one storey building. But due to space problem, spmieate hospital
owners capitalize on building storey building liReor 4 floors. But in
government hospitals, it is not more than one gtdreilding in rare
cases.
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Purchase of land should also be gieensideration®oth to the present
and future expansion either in commercial or nomiz@rcial hospitality
industry

3.3 Location

The location of hospitality industry should considee followings: (a)
accessibility to the public and the society

(b) does it promote attraction centres

(c) does it provide sufficient packing space fa Wehicles

3.4 Infrastructural Facilities
This includes provision for:

Constant supply of water. Some hotel industry arhénospital industry
lack supply of water. They have to depend on wiaeker to discharge
water into the water reservoir. This does not faté effective cleaning
and washing.

Electricity supply: Supply of constant electricighould be seriously
considered in the layout. Electricity and watertheelife wire of hotel.

Guests can endure some inadequacies but can newepramise

shortage of water and electricity. The purposetayisg in hotel is to
relax and enjoy the maximum value of money paidtierroom. An air-
conditioner can not function without electricityhd& television cannot
work. Anyplace known for storage of these two isfractural facilities

are not suitable both for commercial andn-commercialhospitality

industry. In the hospitals the patients need hghyy importantly.

Good roads and communication: Good roads and tetepkervices are
essential facilities and services which ought topbavided for in the
hospitality industry. Consider whether there is BLT (Nigerian
Telecommunicatiolc) connection in that area.

Bank: Is there any commercial bank in that aresafe-guard the money
and cash sales? This is very important to preveoc¢ssant armed —
robbery. Both the commercial andn-commerciahospitality industries
should ensure perfect banking system.

Self - Assessment Question

List the names of 10 Hotels you know or have vikite

3.5 Managemeant
This is a process of designing and maintaining halgly industry in

such a way that all the workers, the materials toedequipments are
working efficiently, well controlled and supervisedorder to achieve or
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accomplish high productivity. Both commercial andnrcommercial
establishment must have selected aims and objeativeehy such an
establishment is established. It is part of theolayof an hospitality
industry. The following aspect of management mestdnsidered.

(@) The type oDrganisatiorto be formed — Management staff level,
Intermediate staff level and junior staff levehosld be
considered.

(b) Staffing — Consider availability of differecttegories of staff.
The qualified, the skilled, the semi-skilled, then-skilled,
labourers, willingnessof  people to work in certpart of the
country because of religious disturbances and ostion  of
religion legal system in some part of the country.

3.6  Equipment andMaintenance

It is equally important to consider the availalyilitf equipment and the
case of maintaining them. This is very importantdietermining the
outlay of an hospitality industry.

3.7 Government Approval

Before work commences on the project, the locastate government
whoever is directly involved should be notified amoproval from the
urban development office has to be obtained.

3.8 Capital

Capital comes as the last point instead of comisgih this discussion.
After all, the plans and ideas have been down,talamill be the next
point to consider. By doing so, you have arrived gentative figure that
you hope to spend. How to obtain money may be saolfrom a reliable
and reputable commercial bank or a merchant bank.

To obtain loan from the bank, you must have whakited a collateral
security. Collateral security is the bond between gnd the bank. The
bond can be inform of landed property like housadyable properties
which you must surrender to the bank in case of yoability to pay
back the moneyto the bank.

Depending on the size of the hotel or hospitaliteqwan also be

obtained from business associates or from othegp@@bive bodies. It is

to be understood that any loan collected from thekibor co-operative

society attracts additional interest (that is atmeermoney payable on the
principal or original amount of money collected).

Self- Assessment Question

1 Mention five important things you use electridily at home
2 How relevant is electricity and water supplyie lay-out of an
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hospitality establishment example hotel?

40 CONCLUSION
In this unit, you have learnt and understood thamrg of the layout in

hospitality industry and the necessary and impaoffeaetors to consider
when plan to establish this industry.

5.0 SWMARY

This unit has revealed all the ideas ameéthodologyinvolve when
considering a layout for hospitality managemenustdy.

6.0 TUTOR -MARKED ASSIGNMENT

1. Define layout of an hospitality industry and lisinse point to
consider during layout processes.

2. What are the advantages asidadvantagesf bungalow chalets
over sky- scraper in hotel?

7.0 REFERENCE/FURTHER READINGS

Hotel and Catering Supervision (Social and Econdksjeects of the
Industry) By Ran Gale and Peter Odgers PublislydRitonan
ISBN 0273628162 1984

Handouts HND I 1982, Kwara State College of Tedbgy, Dept.
Catering and Hotel Management
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1.0 INTRODUCTION
This is the seventh unit of this course. This wxplains the Guest’s

rooms and the essential and important facilitieglviare expected to be
available for guests comfort and satisfaction.
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20 OBJECTIVES
By the end of this unit, you should be able to:

o Understated the various types of facilities and raigeis a
standard guest’s room
o Understand the purposes that each facility serves.

3.0 MAIN CONTENT

3.1 What Guest's Bedroom andProperties

A guest’s bedroom in hotel house-keeping is a@wartment or a
chalet reserved for sleeping and resting purposeésifapossible to
receive catering services such as foods and dfioks room services.
Some guests derive pleasure eating and relaxifgadsinks in his room
instead of going to the restaurant to eat or ttee bar to drink.
However, room services attract additional chargsch the guest has
to pay for. This is another source of revenue ¢éohibtel management.

The properties in a guest’s bedroom are of twosypamely:

That which belongs to théouse-keepingdepartment that is all the
furniture, equipment, electronic, bed linensd amther amenities
provided for the comfort and satisfaction of gae$he second is that
which the guest brought for his own personal useweéver, we shall

concern our discussion to theanagement’properties.

Self Assessment Question:-

List down in a piece of paper all the propertiegonar room.

3.2 Facilities in a Guest Bedrom

The followings are essential if not compulsory liies which
should be available and be provided in a guest raonmenhance
maximum comforts, and satisfaction and to prevémini not satisfied”
by the guest.

3.3 The Furniture

3.3.1Bed

The traditional impoverished sleeping from the flomat to the thatched
beds which changed to the iron beds and today, awe Ieautifully
designed bed cabinet. The modern beds are beiade nirom
different types of wood finishes such as: tiansonia wood,
Plywood, Black Afara wood, Mahoganny wood. These local
materials which our furniture makers produce.aM® have making
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industry and factory to cope with the high demdidsasty furniture. A
good bed in hotel must be strong due to heavy ndea#so blend with
the interior decoration of the room. The size oh@mal bed in a
standard room is 6ft by 6ft hat is 18.29am by 18228

3.3.2 Mattress andPillow

There are two types: High density mattress and temsity mattress. H
high density mattress is made from rubber foam lviscstrong, hard,
heavy to carry, durable and expensive. It givesimas comfort and

does not cause back injury such as back pain aedosiins. It does not
go down when a guest lies on it.

A low density mattress is equally made from plagbiam but is soft,
non- durablesand less expensive. When a guest lies on itsplo¢ of

the body always appear by pressing — down. The purchasing
officer has to be experienced in knowing théedénces. The pillows
are either soft or hard. A soft pillow is prefel@bo hard pillow. Hard
pillows can cause neck strain. Sleeping on a harfhce though not on
the naked floor is medically better than sleepingoft surface.

3.3.3 TheWardraobe

Bedroom wardrobes are made usually from plywoodngapartitions
inside with two doors or sliding wood door. Wardeois to safeguard
guest personal properties and to prevent his astidfom being
scattered in the room and hence makes the roomiyunti

3.3.4Dressng Mirror Cabinet

Dressing mirror cabinet are made from a high gyalibod finishes
such as Mansonia wood and Plywood. This cabirehes in
various decorative designs with a cushion stootlusesit down for
proper make-up. A very thick mirror glass of higjuality is
attached to the top back side of the cabinet. Thbinets drawer
where guests keep their cosmetics especially women.

3.3.5 TheUpholstery Chairs and Stool

The type of upholstery chairs and stool provide@ iguest’s bedroom
adds additional elegance and interior decoratifexts. A full upholstery
chair in a room which is meant for guests relxatelevates the
standard of the room. The stool is for putting ksiand other items.

3.3.6 The Reading Chair andTable

These are optional and can be provided on requestorder to
economise the available space in the room and agrdestion, chairs
and tables are not in many cases provided.
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3.3.6 TheCar pet

Wall-to-wall carpeting of a room adds glamour te farnishing of the
room and also improves the internal decorationp€ars very silent
when stepped upon and it also provides warmth. A..c.... carpet
should blend with the colour of the ceiling and tivell. However,
much care should be taken to always avoid watenkslr and other
solution pouring on it. This makes carpet to haad bdour which may
adversely affect the life span.

3.4 TheBedlines

In thehouse-keepindyedlines comprises the followings:
3.4.1 (a) Bedsheets, are used to dress the bed
3.4.2 Blanket used to provide warmth on the drebsed

3.4.3 The pillow cases are used to cover the pdlodsually a room
must have not less than two pillows and maximurioof

3.4.4 The towels and the face towels for cleaniodybafter bath and
face towel for cleaning face.

3.4.5 The bedcover which is a thick material isduse cover the
dresses bed and to prevent dirt and dust on thehleets and pillow
cases

3.4.6 The windows blinds to protect guest’s pivahere are
different designs such as pelmet rail window bliadbi-cort rail type
and the most executive and expensive is the arataandow blinds.

3.5 Electronics

3.5.1 Colour Television: A - 14 inches or 20 ingheolour
television is another entertaining facility to efeaguest watch movies,
listen to the news and to keep a guest from boreddm use of black
and white televisionis now obsolete and phasedidus can only be
seen in a village or rural guest houses.

3.5.2 (b) Telephone set: A telephone set @mmmunication to
make request for a room service or any importaojugies at least
within the hotel environment is a good conveniedility. This saves
guests time walking distance or coming down frora ftoom to the
reception or other department.

Self Assessment Question:-

Give examples of Bedlines, Furniture, Electronics

44



3.6  Equipment

3.6.1 The Air conditioner is to provide a conducatenosphere. During
the heat period usually the dry season (from DeeembApril) in the
south or (December — June/July) in the North, tleather is very hot
including the guest’'s room. And for this reasonngnpeople prefer to go
and rest for few days in an hotel with functionaagconditioners.

There are 3 types of air-conditioners:

- the central ceiling system which is now gradub#ing phased out.
- the window air-conditioner unit
- the split unit which is now current in use.

3.6.2 Refrigerator is used to preserve drinkingater, some
fruits and vegetables bought by the guest.

3.6.3 Water Heater in the bathroom used to pewoth cold and
hot water. During the cold season, guest doesus®icold water except
hot water for washing purposes.

3.6.1 Bath plate and BathTray

The choice of bath plate and bath tray has to bengcareful thought
when purchasing either. Consider the safety ofrtheies. Bath plate
often times causes accident and injury to tlggest when
taking bath. The surface becomes very slippdrgrwfoam from

soap runs over it. The use of it is very dangerbpper and attentive
care is not exercised. The bath tray is insertedl@éthe ground. This is
safe and not dangerous as the guest can standvedirinside it and

well balanced.

3.7Electrical Facilities

Bedside lightings which is adjustable for readingileron the bed is
another good provision to provide convenience. Tligat must not be
too harsh. It should be of the normal voltage afsarh the central light
in the room.

3.8 Other Facilities

Other facilities include:- waste baskets for thiroy pieces of
paper and tissue paper used for blowing nose edig:trays to prevent
cigarettesand falling on the carpet and thereby destroying it; Glazed
pictures on the wall; room flowers; provided it lilot occupy space
and cause inconveniences. Equipping hotel bedratepsnds on the
standard or luxury rating of hotel. A 50 — bedrodmtel which
classified as a small hotel, because of thelahai number of
rooms can by far look more attractive and luxuties a 100 — bedroom
hotel.

45



HCM 131 INTRODUCTIONTO HOSPITALITY MANGEMENT

However, the more the furnishings the more the figs; and the more is
the standard, the more the patronage, the highieeitariff, the higher is
the turn — over and the more the expensiveness.

Self Assessment Question:

(1) List 5 types of facilities expected in a standl bedroom if a
luxury hotel.
(i)  Explain guests bedroom

40 CONCLUSION

In this unit, you have learn about the facilitiebigh are expected to
be provided in a standard guests bedroom.

5.0 SUMMARY

This unit has revealed all the essential facilitvesich give guests
comforts, satisfaction and encourage them to riéttis hotel.

6.0 TUTOR MARKED ASSIGNMENT

1. Explain 3 major types of facilities in a guest'sno

2. Explain the roles which these facilities play mouse-keeping
department.

Answer i

Furniture: These are the facilities which are ptlfrom wood and
wood finishes is beauty the room and provide essecdmfort to the
guests. These are Beds, Bedside cabinet, Uphotstany Wardrobe and
Mirror cabinet, Mattress.

Electronics: These are the television to provideews and
entertainment inform of watching movies.

The telephone box for internal communication.

The Bed linens to protect the mattress and for silighed. These are
bed sheet, pillow cases, blanket and bedspreadowiblind is also part
of lines.

7.0 REFERENCES/FURTHER READING

Hotel, Hostel and Hospital House-Keeping — 3rd iéditby Joan C.
Branson Margaret Lennox Published by Edward Arnold 1976
(ISBN 07131 19748)

Practice Theory and Catering]_of Hotel Man,agemeer;%. Salami 1st
Edition Published by: Tamazo Publishing Co. Ltd94 ISBN
978 —04 - 3)
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INTRODUCTION

This is the eighth unit of this course. In thistuyou will understand
the meaning of cleaning and the equipment whichusedl, and their

purposes.

2.0

OBJECTIVES

By the end of this unit, you should be able to:

Understand cleaning and the importance ofarcteg of a
guest bedroom

Understand the equipment used for cleaning guesisns
and be familiar with the cleaning agents.
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3.0 MAIN CONTENT

3.1 Cleaning Defined

Cleaning can be defined as the method of propeovahof dust, dirt,
stains, wastes litter, debris, empting of wastekband any unwanted
materials from the interior surfaces of a habitatm make that interior
appear clean, neat, tidy, odour free, hygienictaaiutable.

3.3 Importance Of Cleaning In Hospitality Indugry

3.2.1 Provides Attraction: A cleaned room attraatsd gives pleasure
and satisfaction to the guests and this furtheroerages future
patronage.

3.2.2 Lifes paropdifgce legred room prolongs the life spaih the

amenities and make them to remain in a good camditir a
long time

3.2.3 Prevention of Dirts: Cleaning removes andvemés dirts,
cobwebs, other irritating substances and eye seres from
existing and accumulating

3.2.4 High Regard and Respect: Guests alwayg lgh regards
and respect for a well — cleaned room which is éym and conducive to
health and happiness.

3.2.5 GooA laspiregsmpressiomnd good are built for such an
establishment. Guests always have confidence ih smc hospitable
establishment. Self Assessment Question:- How ntangs do you

sweep your sleeping room in a week and why?

3.3 Types of Dirts and Methods Bemaa

Dust:
Dust is loose particles which are frequently aioré and later settle on
any surface.

Removal:

Dust can be removed by sweeping, mopping, dustirsmction. After it
has been collected it is disposed of by burningempting inside the
dustbin or inside a sac which air cannot entendtair-borne. It is later
on disposed off. Wet duster is also good for remgwust as the particle
will cling on to the wet — duster. A clean dustarsnbe used, it becomes
dirty, wash in a clean detergent water and rinep@ny to remove the
foam other wise, there will be stains on the cldaswefaces.

Dirt:

Dirt is dust or other material which by means geeasl or moisture
sticks to a surface of any material
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Removal:
Dirt can be removed by cleaning the dirty area Bhweg with water and
detergent; or by mopping with water and detergent.

Stains:
These are marked spot on surfaces caused by spidgiuid, grease,
oil, stout beer, blood, soup, sauce, stew, gravy.

Removal:

Removal can be through:

- hot water and detergent and then used clothetanclhe spot

- if the mark still remains, painting of the whaeea will remove the
stain.

- use bleach solution in water and detergent

Debris:

These are dry or wet wastes arising from carelasppihg of waste
paper, throwing away of unfinished fruits and ueb&, wrapping
papers, pure

water leather bags, empty cans of soft drinks amd-cbeer, d............
and dry leaves falling down from trees

Removal:

- Sweeping

- Using hand to park and collect these rubbish. épivey is another
method of removing these items and later burn tberthrown into the
dustbin which is later disposed off.

Self Assessment Question:-

Explain dust and stain and their removal method.

3.4 Types of Cleaning Materials in theHouse- Keeping.

To ensure efficiency and best way of job perforoganthe house
keeper should endeavour to provide the bedroomneteaand the
bedroom stewards

with cleaning equipment and materials suitable the type of job
being carried out. The following are the essemi@hning materials.

3.4.1 Broo®isart broom for sweeping, longodon for removing
cobwebs.

- Duster: Dry duster for cleaning the televisiamyror, furniture.
Wet
duster for cleaning the toilet wall tiles, the Wwdsand basin, the
w/C
in the toilet, the water heater.

- Rag: For polishing mirror and television withettpolishing
agent/chemical
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- Toilet brush: With hand bristle for cleaningide the W/C and
to remove with stain removal chemical

- Suction rubber: For pressing down accumulatesteva

- Mop: To clean the toilet floor and the rrdor with
water and detergent. When the mop sponge is diirtigas be
rinsed in clean water and begin to use. Mop cao laésused to
drain water from hard surface like tiles and teztaz

- The Steward Bucket: To contain little items elikhe toilet
papers,
guest soap, air freshener, duster, toilet bruslclwisteward
carries as he moves from one room to another.

3.4.2 HeavyEquipment

(@) Electric vacuum cleaner — This machine is afser by
electricity to vacuum clean the room carpet byoeimg dirts and

dust.

(b)  Electric scrubbing machine — For washing t#ad terrazzo
surfaces.
It can also be used for cleaning and washing andd&moving
stains

(c) Electric suction machine — used for sucking warfaces only
like water is poured on the carpet or there isdlan the room. It
draws the water into the chamber/container wrschater empty
when it is full. You can find these equipment at@) UAC,
CFAO offices in Kano, Kaduna, Lagos, Jos, Abuja.

Self Assessment Question:

What do you use short and long brooms for at homé®at other
materials do you use for cleaning at home?

3.5  Choice ofEquipment

It is very wise for an house keeper to chooseitjte type of equipment
for a particular job to promote efficiency and higivel productivity. It
will also prevent waste and loss of time. Consillerfollowing factors:

Good Quality — A good quality of equipment shoule purchased to
prevent frequency breakdown.

Easy to empty and clean — No difficult in dischagyor throwing away
the dirts collected.

Replacement — Availability replacementin future.

Noisy — Is the equipment very noisy to uwlist others and
make the environment noisy too.

Low noise — Equipmentis good so that when theeefault can easily
be detected.
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Cumbersome- How heavy or light is the equipment to carry frome
room to another or from one floor to another. Cdasthis.

Safety — How safe is the equipment to the userahdr colleagues at
work

Complication — Is the equipment sophisticated amupdicated in use.
Do you easily understand the method of operatimguesmg it?

3.6  Cleaning Agents

(&) Water is the simplest cleaning agentduse conjunction
with cleaning chemical to make it effective.

(b) Detergents are cleaning agent which wbembined with
water effectively remove dirts and dust. Examples: @mo,
Elephant, Blue detergent, Arial and Surf detergéhase are dry
detergent. We also have wet detergent such aslldetiergent
such as morning fresh, Harpic, Tinner detergent &ud
detergent. There are various type in the open Maeke
Provision stores. When few quantity is droppechmwater it will
form foam and do a good cleaning job.

(c) Soap is also used for cleaning, cheap butasoeffective as
detergent. (d) Toilet soap contains perfume and tha why
hotel always use it.

Examples of toilet soaps are Lux, Imperial leati@wdu Osun, Tura
soap, Medicated soaps such as. They are localljabieaand can be
found in supermarket.

(e) Abrasives used for cleaning tiles, toilet W#hk, cooking pots,
back of cooking pots, frying pan such as

(H Vim: They have scrubbing and rubbing i@act on these
metals, enamel and pots.

(@)  Toilet Clearer are specifically meant for wiaghW/C pan and not
for any other purposes.

(h)  Window cleanser is applied by rag and rubbéd dry cloth. (i)
Paraffin oil for cleaning baths and efficient

()] Mentholated spirit like turpentine used for entoval of
grease and candle was from surfaces.

(k) Bleaches for removing stains and makes clotivbgter and

shiner.
Such as JIK

()] Polish provides a shining effect and also ckeavery well.
Polishes
also provide a protective coating to the surfaddsed on
floors, leather, shoes, furniture or metal.

Self Assessment Question.

Mention 3 types of detergent & 3 types of ToileeSgou know.
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40 CONCLUSSON

In this unit, you have learnt about the meaning angortance of
cleaning in house — keeping department. You hawe karnt about
the removal and cleaning agents.

5.0 SUMMARY

This unit has revealed how relevant it is to kndwew cleaning and the
types of materials and cleaning agents to useffiectéeve result.

6.0 TUTOR MARKED ASSIGNMENT
1. Explain cleaning and give example of 3 types ingrwe of

cleaning in hospitality industry.
2. List 3 examples of dirts and their removal fromfaces

7.0 REFERENCES/FURTHER READINGS

Hotel, Hostel and HospitaHouse-Keepingby Joan C. Branson and
Margavet Lennox Publisher: Edward Arnold 1976 (1ISBN131
1974 8)

Handouts HND Catering and Hotel Management 1982atéwState
College of Technology, llorin.
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1.0 INTRODUCTION

In this unit (9) you will learn about the securiiynd safety of lives

and properties and types of securities problerithe necessary
preventive measures will also be discussed. Untsarid 11 will deal

with Injury and fire — outbreaks respectively.
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2.0 OBJECTIVES

By the end of this unit, you should be able to:

- Understand the meaning and importance of #gcand
safety inhouse-keepingpartment.

- Understand the security and safety proeesluragainst
theft and attacks

3.0 MAIN CONTENT

3.1  Security and Safety irHospitality Industry

Definition: Security and safety are designed apgnaa protect lives
and properties in hospitality industry. It is alsmethodologicakfforts
to free lives and properties from danger. Secanity Safety of house
— keeping department means the endeavours whiaghd@hagement puts
— in place to prevent dangers and also to protectallowings:

- Protection of guest’s lives and their belongings
- Protection and safety of security of staff lives
- Protection of thenanagementgroperties

3.2 Types of Security and SafetyProblems

3.2.1 Theft:- The percentages of valuable itetrsing lost and
stolen in Hotels, Motels, Guest Houses, Hospitals is highteldoand
Hospitals being a very large establishments usuedbords higher
percentage. Room facilities are vulnerable to thAft possible methods
should be adopted to minimize this crime. This because, the
cost of replacing such items on affect the pnofErgin. It is however,
not a joke to believe that some bad guests woudtticinto a room of
two thousand Naira per night and away with hoteperty worth five
thousand Naira only. e.g. roomésr-conditionercompressor and other
accessories parts can be neatly removed, ortetlegision engine
without the room being detected by the securitgpenel or even by the
room stewards. Those styles of thefts are very eammp hotds and
hospitals. Cars can also be stolen from the caark. plandy items
can easily be pocketed or bagged. Guest's moneigt wratch or
jewelry are susceptible to theft in the roons.the hospital,
patient’s valuable items are not left out.

3.2.2 Attack:- Assassination and attacks aneother searity
and safety problems in hospitality industry. Although, the gatf this
crime is very low when compared with theft caseawgver, it
occasionally happens in hotel and hospital.

3.2.3 Fire —Outbreak:- This is a common occurrence in the

house - keeping departments, no other departnasily €atches with
fires in hotel or hospital except the staff quartgithin the premises
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3.2.4 Injury:- This is a daily occurrence in nearly all the
departmentsvith the kitchen as the highest, then, theuse-keeping
staff.

3.2.5 The Free Girls:-Otherwise known andregardedas the call —
girls are another security and safety problem to ho#yital
management.

The management in hotels should tighten-bp ®ecurity forces
against these type of girls. They have causedaf Ibavoc in hotels like
stealing, sedating guests while keeping companipragight, fighting,
smoking and getting drunk. These social vices ftbem should be
curbed to protect the good image and rejumat of

management.

3.3 The ManagementResponsibilities

The establishment management owes it a paht duty to
ensure and guaranty security and safety of livess @roperties (the
guests, visitors, staff)

at all cost and by whatever possible means.

3.3.1 Duty ofEmployers

The management is the first to demonstrate condemsecurity and
safety in hospitality industry in the following way

a. To provide safe environment and set-up saf@rypgractices
b. To provide and ensure twenty-four hours segwehieck within
the establishment

C. To provide instruments arsilipervisionswithin the work place
which will guaranty health and safety

d. To provide safe equipment and ensure propentar@ance to
prevent accidents and injury

e. To ensure that all materials are being usmtsported and
stored correctly

f. To ensure that access into and out of the mgld easy

a. To be able to identify the establishment proeerby inscribing
the name and address of the hotel in the progertie

h. To ensure that the workplace is strudiyirasafe, with

adequate facilities such as lightings and venitati

A safety policy must be drawn-up and placeduch an area that

it can be visible and legible to all concerns -e thguests,

staff and visitors.

I To provide trainings and induction courses ftre staff to
increase their understanding about security anetysaind to
also improve their work proficiency.

3.3.2 Duties ofEmployees

The employees should be security conscious &k all the
necessary precautions on self-defence which iirgtdaw of nature.
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The followings are the responsibilities.

(a) To take responsibility for personal health aafkty

(b) To behave responsibly, so that workmates aolieagues are
not harmed by mistakes or negligence

(c) To observe all the safety practices laid dowtha employers

(d) To use all the equipment properly and to avoebdling with it in
such a way it might become a source of dangerucaym others.

3.4 Preventionof Theft

Theft can only be minimized in hospitality indusiry the following
ways

3.4.1Sewr ity Per sonnel

It is expected that the security department shbeldvell organised and
be provided with adequate staff and working make@ad facilities to
enhance efficiency and incregs®ductivity. The head security officer,
often an ex- policeman or ex-army officer can beleyed from any
local legion security office. He organises and oumlst the security
department. He ensures that some security persamudd move round
the premises un-noticed and un- identifiable bytamis and the guests.
His duty is to look for suspicious and undesirablearacter in hotels
and hospital. He keeps in touch with other secwiffigers and pass any
useful information to them. Security office hasattvice the management
on security and safety procedures. Security oficanges how to escort
the accountant to the bank to cash in money andehesit money.

3.4.2Che&ing

Another important prevention theft is proper chagkiof vehicles
coming in and out of the premises. The car boodsilshbe properly
checked at the main entrance and exit. The staftildhequally be
checked when going out.

All the car owners are given security pass whictmis them to go out
with their vehicle. The security permit should Ipeaially designed and
secured to prevent duplication. Many hotels ehafallen victims

of car permit duplication which have resultedto many cars
stolen for which the managementwas allowedtsapt-free.

Other heads of department should also try to alveagxk and double

check their staff closing most especially non-perishabletems and
handy small equipment.
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3.4.3Periodical and Regular Inventory

This system will assist in preventing theft. Alletthead of department
should cultivate this in mind as part of the mamagat policy.

3.4.4Guar antor ship

Another way of prevention internal theft i.e thanhdnvolve staff with

their collaborator is to ensure that all the woskgroduce two reliable
guarantors or one reputable guarantor. These guwaranll take an

undertaking with the management incase his guazadefaulted or
involved in theft cases, if the management coultl necover the loss
from the staff, then the guarantor has to comeiiritfe settlement.

3.4.5 Inscription of Names

This is another security measure against theft. néwme and simple
address (if space is available on the item) amtguior screen — printed
on the items and properties to the hotels and itadspsuch as the
linens (bed sheets, pillow-cases, pillow, towel&ankets, all the
departmental equipment. This should be neatly dor@event a rough
job which can also spoil the item most especiallyrinting. A high
quality paint should be used to avoid being wasifeathich can cause
stains.

3.4.6Disciplinary Actions

Any staff who is caught stealing either a seniaffsir a junior staff and
even the security staff should be disciplinedoagimgly. This will
serve as a deterrent to others and instill fearthem. If such an
offence is to be tried in the law court, the mamaget should not
compromise it.

3.5 Preventionof Attack on Guest

A well organised establishment whose security afdtg arrangement
are effective, the guests in hotels and hospit@sat easily accessible
to and easily attacked. One of the safety secumggsures is to
ensure that no visitor beats the security arrangéna¢ the main

entrance without being inter-rotated about his mrssSecondly, all

visitors have to go through the receptionist oreption before he is
allowed to see guests.

It is the responsibility of a sensible and skillfeceptionist to inform a
guest about his visitor. Guest should not be madeeteive visitor
without his consent. It is part of the managemdaigation to protect
guests while still in the daily room occupancy.li§thile the guest
equally has the right to sue an hotel if he notigesecurity. An
intelligent receptionist and securitfficers in hotels or hospitals
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should ensure that the security arrangement arepunodtured from
the angle of the establishment. The managementdhoticompromise.

3.5.1Un-Authorised Peqole

These people who are un-wanted and sometimes bbeagged out of
the establishment premises should not be allowesiden In hotel

industry, the call girls or the free-girls shouldvie their limits. Their

presence in hotel industry is somehow controversidiere are

arguments in support of their casual presence atitbre are
contrary opinions about their presence. HoweaVvehey have to be
allowed in, they should be restricted. Visitor vinttthe house keeping
apartment should be on surveillance. Even those

that come to drink eat and relax are sometimesodisbn characters.

In the hospitals, the hours of visitation should dearly displayed at
the main entrance and in the ward area. This pteven-necessary
movement. Secondly, the security officers havestom patrol during the
visiting hours and without a cogent reason, no sireuld be allowed to
visit patients and staff on duty.

3.5.2Computerised Cheding’s

Checking and searching people by computer is siltsa infancy in
Nigeria except at the air-ports, governmentudes and at the
presidential State House. This device is to dételtten weapons meant
to commit crimes. It is hoped that in the nearegture, it will be
introduced at the reception or at the main gate.

In the next wunit, we shall be discussinge thHazards
Prevention.

Self -Assessment Question.

Define the word security and the word safety mentiwo ways to
prevent theft in the hospitality industry.

40 CONCLUSION

In this unit you have learnt the meaning of safand security
and the importance of security and safety in thepitality industry.

5.0 SUMMARY

This unit has revealed the importance of securitd asafety in
hospitality industry and the preventive measuresre theft.
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6.0 TUTOR MARKED ASSIGNMENT
1. Explain 3 major types of security safety problemshiospitality
management industry.

2. Explain the duties of an hotel employer to safeuard lives and
properties

7.0 REFERENCES/FURTHER READINGS

Food and Drinks services in the restaurant by:ISklacleod and Fiona
Dorglass by Hodder & Stoughton 1994
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1.0 INTRODUCTION

This is the tenth unit of this course whishthe continuation of
unit 9 (security and safety in hospitality indy¥trThis unit explains
detailed causes and prevention of hazards in fadgpindustry

20 OBJECTIVES
By the end of this unit, you should be able to:

- acquire full knowledge of hazards in hospitailitgustry
- understand various types of hazards, causes posskible
prevention.

3.0 CONTENT

3.1 Hazard Defined

Any risk or danger that leads to physical injurytloé body, pains to the
body and destruction of properties is regardechaatus.

3.2 Causes ofnjury

Mistakes: the major cause of injury can be summaslled mistake. A
staff who has been using a knife to cut vegetaitt @nexpectedlyhe
same knife cuts his finger and blood started apzmut. This type
of incidence is a mistake which although it hasaase. Even though,
the worker did not pray
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that the knife should cut his finger neither did Wwish that the knife

should injure him. Mistakes in some cases leadsantaccident. An

accident is an unexpected circumstances which lead to hazard,
and can lead to an injury, while an injury can ldgaddeath. In

hospitality industry, accidents do not just occhut are caused by
someone. Accident can be fatal with serious damagesthe injured

person. Time and materials are always lost wherdestare always
lost when accident occurred. Productivity is disonged

if not paralysed most especially if there is no iethate replacement.

3.3. Type ofinjury

3.3.1Fall

This is a sudden going down on the flooran the ground.
It is an unexpected collapses of the body.

CAUSES
(a) Collapse:

One can collapse and fall down. A worker who overks himself may
be extremelytired and fall down. A sick worker @so collapse

and fall down. To prevent this, worker should hauéicient rest after
closing, one day off-duty in a week will enable wenrto regain lost
energy. While a sick worker should not engage irmrkwut go for
medical treatment.

(b) Missingtile:

A missing tile from the floor will result into ameven surface which can
cause a worker to hit his leg inside the createdty and fall down.
Prevention is by replacing the broken pieces aingrotcracked ones
should be removed and replaced.

(c) Loos edge and worrcarpet:

The loose edge of carpet will bring out yarns reg@ch may enter
somebody's foot while walking. This can causadden fall.
Prevention is by cutting the loose edge and triractly.

(d) Slippery suréces:

A wet surface, oily and greasy surfaces can rastdtserious fall and
lead into serious injury like fracture of legs amand. Prevention is to
avoid wet surfaces by immediate mopping. Sdiorany oil or
grease spillage should washed with warm water detkrgent as
quickly as possible.
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(e) Spills not removed: Any solution such as saypyy, sauce, stew,
okro soup or ewedu soup that poured on the flooulshquickly be
removed and cleaned properly to prevent fall acttide

(f) Cleaning Equipment abandoned on the passage:

No equipment should be abandoned on the passag®uivprompt
remove when not in use. Many staff are caught unawad will run
into the equipment or hit their legs which camsmfall. All traffic
area should be cleared without obstruction.

(g) Faulty Step ladder:

A week step of ladder can be broken when climbipgThis can also
cause fall and back injury, fractures and painsth@r parts of the body
which hit the ground. Ensure that before a ladglensed, It is inspected
to ensure that the steps are strong.

(h) Wrong Steps:

Putting legs in an unusual place can cause misplace of steps.
This can result into fall. One should ensure thnet lmoks forward

(i) Wrong use of equipment to climb up:

Using chairs, box, stool to climb up is dangeraus @an cause fall
because it is not balanced well. Use goodidadto climb.

Self Assessment Question

Define Hazard, List 4 causes of falls ingtaity industry. ()
Bathroom Plate:

Many bathroom plates have no handle to provsigport during
bathing. This has led to toilet injury in many cageboth the old and
the young. Fall usually happens when the soap ftitilien movement
without handle or hanging on to another supportreanlt into fall and
fatal accident. Usually, falling head long. Thisnche prevented by
purchasing bath with handle. Alternatively, avdie tuse of bath plate
and provide bath tray which does not need suppabis is the only type
being used in the hospital.

(k) Week Chairs:
A week chair can easily make someone to fam When the

mortise of a chair is removed, the chair Inees weak.
Always provide strong chairs.
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() Placing Chair Wrondy:

Many people fall down because of improper pladighair before
sitting down. Always ensure that chairs are propptt down before
sitting on it.

(m) Cdllision:

This is caused by lack o€oncentrationcollision happens when two
people run into themselves. One or the tafo them can be
responsible. Always face the direction you are Iregado. Looking
sideways while in fact you are moving forward canse injury.

(n) Too Much Haste:

Too much haste without carefulness can causeMalays be steady.
All these factors are responsible for fallBalls happen either
in hotels, motels, Guest houses and in the hospital

3.4 Cuts andAbrasons

Any damage to the blood vessel will lead to bloodhing out of that
area.

Cut is an injury received from unexpected contaith \& shape object.
The causes and preventions are

3.5.3 Causes andPrevention

(a) Careless Racingof Razorblae:

Razor is a small but very sharp object. When casieplaced it can
result into an injury. Prevent razor by foldingiside the wrapper.

(b) Careless disposal of broken glasses:

Broken glasses in the bar and bottles in our wofKaee or at home
should be properly disposed off. The pieces shbelgroperly swept
due to the painful effect any small piece can cabsevention is by
handing glasses well, carry bottles and glassesdiyg tray. Do not
carry bottle too much. Even if you do not use g td@ not carry too
many glasses and bottles.

(c) Careless Opening oTing/Cans

Wrong method of opening tins like tin-tomato, saedoften causes cut
injury. Use a good thin cutter. Do not use knif@ierce tins.

Cut injury happens in every department of hospytalidustry, either

in hotel, motel, restaurant, bars, receptiwmyse-keepings wall as in

the hospitals.
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3.6 Burns andScald

This is another type of painful injury resultingfn the effect of hot
object on the human body.

Burns is caused by direct contact of dry heat vatthot object.
Mistakenly touching of hot object like pressingnror hot cooking pot.
Scald is an injury from wet heat such as hot vapsigam of boiling
water and food. These type of injury are more feequin catering
department and sometimes in the offices when offie#f prepare tea or
coffee.

3.6.1 Causes andPrevention

The following are the causes:

(a) Careless lighting of gas equipment:
Gas cooker should be properly observed to ensaréeakage
before it is ignited.

(b) Careless ug of an electiciron
Always switch off the pressing iron from the maisspply
somebody may want to carry it to another place authusing
the handle but hold the body directly.

(c)  bsenceof fire guards
Ensure that you safe and guard against fire.

(d) Carelessness on the part of smokers:
Ensure that cigarette ends andinguishedinside the ash tray
after smoke. Do not sleep when you are closoffy This
is the only preventive measure.

(e)  Newspaper, Journals, Clothing materials:
Careless place near candle can result into bursure of safety
of lighting candle.

® Hot WaterIncidences
Careless uses of hot water from shower withoustlfir
establish the degree of hotness. Direct pouringatfwater from
the gas into the flask can cause scald. Alwayoxenthe kettle
from the burner. So also, anytime an hot objetb ise handled,
use thick cloth.

(g) Careless Storage of Petrol and Kerosene:
Indiscriminate storage of petrol and kerosene hdestroyed
many lives, killed many family. Wrong storage oétil should
be avoided in hotels and hospitals. Buy the litjleantity of
kerosene and petrol you need. Though, the cisgarof
these products in the pastencouraged om esempelled
many people to store it. The consequencernsis and
permanent injury if the person is lucky to escdeath.

(h)  Careless bathing wh hot water:
without first put in hand on the water surfacedvefbeing poured
on the body. Nearly all these types of igjare being
recorded | hospitality industry both in the Hoteld in the
Hospital. Cases of petrol are not exempted.

64



List Assessment Question:
List 4 ways of injury by burn.

40 CONCLUSION
By the end of this unit, you should be able to:

- explain the meaning of hazard in hospitality istly
- list types of injuries, causes and prevention

5.0 SUMMARY

This unit has revealed hazards in hospitality imguand the effects it
has no the life of the staff. If has also revedtsat both staff and the
management should take necessary precautionsid @aurrence.

6.0 TUTOR MARKED ASSIGNMENT
1. Defined Hazard as explain 4 type of Injury anditicauses.

2. Explain the difference between burn and scald. idaw they be
prevented?

7.0 REFERENCES/FURTHER READING

Food & Drinks service in the restaurant by Sarahclelad Fiona
Douglas Published by: Hodder and Stoughton — 1B58N 0340

-611510)
Theory and practice of Catering & Hotel Mana%e.ntanR. A. Salami
1% Edition 1994 Published by Tamazo Publishing Cal. LISBN

978 —2104 04 - 03)

Hotel, Hostel and Hospital House-Keeping by Joan Eranson
MargaretLennox Published by Edward Arnold — 3rd Edidtion
(ISBN 071311974 8)
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1.0 INTRODUCTION

This is the eleventh unit of this course. This usitlso a follow-up to
units 9 and 10 discussing about the security aafdtys hazards in
hospitality industry. This unit explains the ngeal causes of
accidents and the preventions

20 OBJECTIVES
By the end of this unit, you should be able to:
- Understand the meaning of accidents in hospitaldustry

- Understand types and causes of accidents and
- Understand the preventions
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3.0 MAIN CONTENT

3.1 Accident Defined

Accidents are un-expected circumstancial happem@sylting into
industry, pains and discomfort of the body. Mosfkidents are
avoidable if necessary precautions are takencidéat can also lead
to destruction of lives and properties.

3.2  Types ofAccident

| will like to categorize type of accident intovéi major parts. This
will embrace any noticeable form of accidewhich may likely
occur in hospitality industry. These are:- Architeal mistakes
(Human Installation, accident (mistake); fire aesit] Electrical
accident; mechanical equipment operated.

3.2.1 Architectural Design Mistake.

Architectural mistakes in designing during the ialitoutlay and
planning of hospitality industry can cause accidahta later date.
Many buildings used to collapse because of thectiefm the structural
design. Poor design of staircases, structuraleptions are very
common accidents in a building which can resutt imt temperament
injury or in some fatal circumstances can leadh&tant death.

When projected angles suppose not to be too ldngniarchitect
designed it longer it may fall down in future doepressure and forces of
heavy traffic.

3.2.2 Preventions

A qualified architect should be looked for duritgtinitial outlay of
any building in Hotels, Motels, Guest Houses andhim Hospital. An
architect who has a degree, well experiencedould be
consulted to produce architectural design simeeare a novice on the
professional line.

A qualified architect can be discovered from histgaerformances and
the number of projects which he has successfuliytea. This is the
only way architectural and structural accidentsivamvoided.

3.3 Installation Accident

This is another type of major accidents hospitality industry.
The contractors handling installations of en@ls and
equipment during construction work often than patises accident
after the job has been handed over to the estabént. Many
accidents have been recorded from faulty instalteti of materials.
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Many electrical pipe lines are wrongly conneateskt especially the
conduct wiring system.

3.3.1 Electrical and Water Lines

Should be properly demarcated to prevent contath wach other.
Water is a good conductor of electricity. Aery careful
handling of electrical installation is very impanmt.

3.3.2 Electrical Fuses which are meant for low voltabewsd not be
mistaken for high voltage. This is to prevent plingga low voltage
electrical equipment on a high voltage mains supphjice-versa.

3.3.3 The use of Sub-Standard Materials.

3.3.4 Many contractors are fond of using sub-stashdenaterials
during construction work in order to maximize ptofi

3.3.4 Lack of jogSpecification.

Many contractors and builders do not comply witle structural
design specifications and this often times leade @mccident in the
nearest.

3.3.5Prevations

Greediness to make more money and to cheat usualyent builders
to buy or use high qualitéy materials for the stomction work. This
type of habit should stop in order to prevent deut.

Civil level of understanding.

The builders and the contractors do not botherhenctvil implications
and sociatondemnationef bad job. When a builder gets a construction
job, his thinking at that time is “how much is comiinto my pocket?
How to finish and complete the building succesdyfuget goodwill,
good recommendations and build up reputationsheilput aside.

The prevention measure on this habit is that besldshould first look

for goodwill and reputations. Secondly, they shokiebw that good

names are better than riches”. Thirdly, they shaeoldsider that human
beings will stay in that building and thereforepsld not be a murderer
through bad job and poor construction. Contrachmutd also be self
disciplined and obey the ethics of their profession

Self Assessmeruedion:

(a) Define Accident. (b) List 5 causes of accident
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3.4 Fire Accident

Fire accident is combustion of flammable itemBire burns through
three processes: these are by: fuel(something to)Ain (to produce
oxygen and enhance burning to continue Heat (tplg@mergy)

3.4.1 If there is no materials to burn e.g. fuakiing cannot take place,.
This is combustion.

If there is no air, burning will extinguish
If there is no heat, fire cannot strengthen.
3.5 Fire Fighting and Extinguishing Fire

The first three ways to prevent fire to burn iptevent the three ways
that burning can take place. These are:

3.5.1Starving

If there is no further articles for fire to buttb will extinguish.
For an example, if you light a piece of paperemathe paper has
finished burning the which part black substancgseap called carbon.
This carbon residue does not burn again; the file disappear. So
when fire is burning, and there are no more mdgetaburn it will go
off. If a building is burning, after all the comliilde materials have
finished burning, the wall remains because blocksnan. Combustible.

3.5.2Smodthering

This is a way of removing the air. If fire is nested into an enclosed
area, it will stop burning. If you light a candladhafter sometime, you
cover it with a glass or bottle, it will be put-off

3.5.3Cooling

If water is poured on water, it reduces the hedttae fire will be out.
That is the reason, why water is always the firsterial to use and
attack fire burning. Burning has weak effects @t substances and that
is also the reason why fire cannot burn inside nateiver or ocean.

3.5.4. Fire Extinguishers

All the staff working in hospitality industry be & receptionist office
clerk, room attendant, supervisors, managers, sgaificer, waiters

and kitchen staff including the drivers shouldhave the

knowledge of using fire extinguishers. The wayoperate it and
handle it must be taught and be understood by timease of an
emergency, After it has been used, the empty cgtinghould be sent
to the dealer to help service and refill the cyéind
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3.5.6 Red Bucket ofSands

Red buckets filled with dry sands are to be prodidieng the corridors,
open corners of building, outside the office anbeot strategic places
which can easily be used to attack the beginningcso of fire before

other fire fighting equipment are provided.

3.5.7 Fire Alarm Detedor

These are usually installed on the corridor wadisd other external
areas. When you notice fire burning, the glassrskdén as already
instructed inside the fire glass notice. Breakglasase of fire”

3.5.8 Fire Brigade

Fire brigade services are available in state clspaad major urban
towns in each state. Their number is usually “999’hey have more
sophisticated weapon to fight fire. These factitee not available in
too many parts of the country. This accounts far féict that when a
building catches fire, no assistance, unit when wwle building is
razed down the government should do somethingtaboAlthough,

the remote causes of fire hazards are not rampauilagers as in the
urban area.

3.6 Prevention of Fires Petrol Stations & Pelratkers.

Petrol station fire hazards are many and fire atvaytend to the
neighboring buildings and properties. Petrol tanksticles are also in
this group. Many lives have been claimed as altre$yetrol hazard.
The prevention is that filling stations shouldotnbe cited in a
congested area, market area, commercial nemterse while
houses should not be too close to the filling stedi  The petrol
tankers should drive very carefully well to prevexcidents and
burning. Hotels, Motels, Hospitals should not balelsshed

near filling stations and vice-versa

CigarettefEEnds

All cigarettes ends should be thrown inside the lmacket and ash
tray. Careless dropping of cigarettes end cantragolburning and fire-
outbreak.

Indiscriminate storing of Petrol and otherfldmmable liquids
and substances.

All inflammable substances such as petrol, kerosamentine, aerosols

like air fresheners should not be placed ngamrce of fire e.g. in
the kitchen area.
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Gas Cooker's

Before gas cooker s lit, ensure that it is promt leaking.
Experience matters a lot in this regard. Many usasnot perceive
smell if gas leakage.

It is not a safety guide. However, try to learrsthAnd if you do not
know how to operate gas cooker equipment leavedtuse the one that
is safe like the kerosene store and fire-wood.

Wrong Placing of Canole

When a canola is lit, try to stay with the canol2o not light canola and
go away. It is very risky and dangerous wrong ligintand placing
canola has caused many homes, guests bedroomstdo fre and
destroy properties.

Fire noticeBoard

This should be displayed in conspicuous places loé hotels and
hospitals. The directive of what to do is usuallytten as “IN THE
EVENT OF AN OUTBREAK OF FIRE, LEAVE YOUR ROOM
IMMEDIATELY FOR A SAFE PLACE RAISE ALARM”. Other
directives apart from that can also be displayed.

Indiscriminate burning refuse

Refuse and derbies should not be burnt in an anaada without
being attended to.

Burning should take place in an isolated, open svgaevent spread of
the burning or to prevent air. Breeze carrying fink0 another un-
safe area. Supervise burning until when it is fiet.

Self AssessmenQuedions.

List 5 ways to prevent fires in hospitality indystr

4.0. CONCLUSION

By the end of this unit, it is expected that yowowdd be able to explain
accident, causes and preventions of type of actiderhospitality
industry.

5.0 SUMM ARY

This unit has revealed the hazards of accidentasgpitality industry,
the cause and how you can prevent it in order te-gaard lives and
properties.
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6.0 TUTOR MARKED ASSIGNMENT

1. Define accident and explain 2 major types of aauide
hospitality industry.

2. Explain five ways on how fire can be prevented ospitality
industry.

7.0 REFERENCES/FURTHER READING

Salami R.A. 1994, Theory and Practice of Cateringd eHotel
Management Tameza Publishing co. Ltd. 1st Edition

Joan C. Brainson and Margaret Lani@x 6{dtdstel and Hospitality
Housekeeping-3rd Edition Edward Arnold.
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1.0 INTRODUCTION

This is the twelfth unit of this unit. This unitascontinuationof security
and safety in Hospitality Industry. This unit expk possibly the last
forms of accident and injury in hospitality induswhich is Electrical
and mechanical accidents. In the learners shoulabbeto learn about
this type of accidents.

2.0 OBJECTIVES

By the end of this unit, you should be able to:

o understand electrical and mechanical accidents

o understand the type of injury and consequences @thamical
and electrical accidents

o understand the safety procedure
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3.0 MAIN CONTENT
3.1 Mechanical/Equipment Acadent

These are the equipment and devices that workk electricity
current. Without the electricity the equipment cainwork. And when
the machine is working it is switched off or the Re(National Electric
Power Authority) takes light off, the equipment @mutically stops
working and production also comes to a half.

3.2 Types oflnjury

There are only two types of injury which mechani@acident can
cause, there are Mechanical cut and electricalkshoc

3.2.1 Mechanical Cut

The injury can happen when:-

- he hand is put inside the grinding plate @move food
like the tomato grinding machine, beef mincing mae, maize,
corn, beans grinding cut.

- when the hand is put inside the motor bladentstake or
naked blade.

- there is a mechanical fault i.e the machineaslty and report is
not made for repair.

- when an untrained staff operates the machine

- when the user does not concentrate, he maymo# kvhen he
puts his hand in a working place.

3.2.2Pr evention/Safety M easur es

- Ensure that the equipment is in perfect worlkiogdition

- Ensure that the equipment is well protectedresjdiazard

- Ensure that you observe the operational insoost

- Ensure that all the necessary repairs eaeried out on
faulty mechanical equipment before use.

- Do not manage and electrically operated machimeehazard risk
is always high.

- Do not joke with mechanical equipment when wogkiavoid
riddles and joke, minimize discussing with uyocolleague
while in the machine.

- Ensure low noise environment so that when theipsgent
develop fault, you will be able to hear and stbp equipment
from causing hazard. Very important

- Do not touch electrical equipment with wet hands

- Never move any electrical equipment working with
disconnecting it.
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33 Electrical Accdent

This is direct contact to body with a life-ire.

It is an accident which involves any part of thelyd®o touch a naked
wire, with current. Electricity injury can be milask severe and fatal in
most cases. The extent of electrical injury depemalsthe (power)
voltage of the current. And, the more the voltdge hore severe is the
injury while a low voltage

can cause mild injury.

3.3.1 Types of ElectricInjury

3.3.2 One of Electric Injury is Electric Shock

Electric shock injury depends on the type w@bltage that
somebody mistakenly comes into contact with. A logshold lamp
holder flexiblewire for 40 WATTS or 60 WATTS bulb at home will
produce a mild electric shock than the cable smpglcurrent for the
air-conditioner or electric — iron.

3.3.3 Electric burns

Electric burns is causes by positive and negatraection meeting at
the same point which results into serious sparlke Jpark produces and
disperse high current radiants which causes buris. fype of electrical
injury is very common with the electrical enginegristaff. Many staff
who have patches on their faces, neck and in pgati@and fingers are
due to an electric sparks.

3.3.4 Electric Paralysis

A very powerful and high voltage of eledtyc can cause
permanent paralysis of the hard. It is caused ensdme way as electric
spark. The only differences is that, electric pgsial is a very power
current.

3.3.5 Causes of ElectricaHazard

(@) Detective Ear thing: A detective ear thing efectrical
equipment during construction of a building can sswelectric
hazard. So also, a detective ear thing of eledtinstallation can
cause electric hazard.

(b) Damaged cables, and flexible wires: These sype spoilt wires
if not replaces can cause electric hazard wherptssive and
negative wires touch each other.

(c) Overloading: overloading of circuit can iasresult into
electric spark and can generated into fire accident

(d) Unquenched handling of electricity can leatb ielectric hazard
due to wrong connection.
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3.4 Electrical Accident Preventions

(1) Do not touch electricity wire with wet handshis is because,
water is a good conductor of electricity which cause electric
shock.

(i)  Always keep electric supply cables away fromt surfaces and
floors to avoid shock.

(i)  Always switch off all electrical appliancest the end of days
business except the freezers and fridges.

(iv)  Always switch off all electrical appliancesen you want to carry
out repairs of clean and remove from the main sbcke

(v)  Always remove electric cables from the possivhere legs can
cause damage by being walked over

(vi) Always attend to electrical faults promptlydca protect the fuse
boxes by closing them.

(vii) Only qualified electricians should belloaved to hand
electrical problems, repairs, installation or esien of main
voltage supply.

3.5 General Summary of AccidentPrevention

Each year in hospitality industry, many hotels drabpitals record
cases of injury of different types of accident tdany could have been
avoided if proper care and precautionary measuestaken.

3.5.1 Planning of Work Envir onment

The work environment should be planned so timdtentially
dangerous activities are kept within a restrictexhathe cover should be
placed near sinks and tables so that hot pot qf souice do not have to
cross the traffic areas.

3.5.2Protedion

Comply with all the instructions and safety guideadectrical machine
and equipment

3.5.3 Consequential Effects

Consider the effects that your actions may havéhersafety of other
e.g always wipe off any spills on a traffic areapt@vent slippery and
accidental fall. Do not take things for granted ahdays ensure that
objects are not placed on a traffic area withouridgpeemoved and put in
proper place.

3.5.4 Self AcclaimedAccident

Many people do not consider that accidents candrappthout notice,
and many are very ignorant of this fact. The foiloge are some of the
self — acclaimed accident
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(a) Heavy load:

Always use your tight to assist in carrying load aot the back.
However, this is a safe practice. Butin some pairtthis country
usually the farmers most especially the women geNiState use
their shoulder to carry load.

(b) Assistance: o
Always seek for a helping hand to carry load i§itoo heavy for you
to lift up. This assists to prevent fall and damigthe spinal cord.

(c) Alcoholism:

If you must operate machine; don’t drink. And ibwmust drink,
don’t operate machine.

Many staff have suffered injury resulting from diotic accident.

Drunkennesss very dangerous while at work. It should be pated.
Many establishments always regard it as a punistadfEnce.

Self Assessment Question:

List 5 causes of electrical hazards
Explain self acclaimed accident with examples.

40 CONCLUSION

In this unit, it is expected that you have rigabout the mechanical
and electrical accidents commonly happens in hatetshospitals. You
should have been able to understand as well theesaand their safety
precautions.

5.0 SUMM ARY
This unit has revealed how staff usually sustaipgy from accidents

and the causes for such hazards. This unit hasralealed how staff
can stay at work accident - free

6.0 TUTOR MARKED ASSIGNMENT

1. Explain three causes of mechanical cuts and prevent
2. Explain an electric shock, the causes and prevestio

7.0 REFERENCES/FURTHER READING

Hotel and Catering supervision (Social andortenic Aspects
of the Industry) by Ken Gale, Peter Odgers Pubtisbhy Pitman 1984
ISBN 0273 028162
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MODULE 4

Unit 1 Staff welfare in hospitality industry

Unit 2 Staff motivations in hospitality industry

Unit 3 Factors affecting motivations in hospitalndustry.
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INTRODUCTION

This is the thirteen unit of this course. In th@urse, the students will
learn and know about the welfare of staff workinghe hospitality
industry and the various welfare packages whichsta# needs in this
work-environment.

2.0 OBJECTIVES

By the end of this unit, learner will be albée

o explain the meaning of staff welfare
o list all or some of staff welfare packages and aixplthe
importance of staff welfare.
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3.0 MAIN CONTENT

3.1 Staff Welfare Defined

Staff welfare is the total responsibility mim the management
of any establishment has designed to provide faff i& order to ensure
a safe and conducive work environment, to ensweursy and

safety of lives and properties and a guarantagdubenefits. Future
benefits means life and the work; and that is w...... staff retires

home.

Staff welfare differs from one establishmett the other due
to the environmental advantages and economies tie
opportunity cost that is available. In an hofekr example,
feeding of staff is much easier than feedi@dfsin the hospital
because hotel can prepare foods, while it is aésiee for the hospital
staff to receive immediate medical attention fasé&rd easier than a
staff in hotel industry. In these examples each tbém as a
comparative advantage of work- environment thandtteer and also
had advantages of internal economies means thébodethat the staff
will eat cannot affect the restaurant profit marguhile the drug that an
hospital staff will take will have no effect on thlevel of drug
availability in the hospital. Though, a proper netohave to be taken for
proper accountability

3.2 Importance of Staff Welfare

A good staff welfare package has the following bigndoth the staff
and the management

3.2.1 Sense dRecoqrition

When a staff work environment is conducive such slevelops sense
of belonging and responsibility. If a cleaner haglace to sit or relax
during work — hour, he is happy unlike when he aitsler the sun. in
hotel industry, there is a cloak-room where stewandd cleaners stay
after work.

3.2.2 Staff Interest for thejob

A good welfare system can make staff to have muexest on the job.
The most important factor that promotes efficiemcynterest for the
job. Some people work for the sake of receivingusahnd wages while
the interest is not there. If interesting is eleped for job, there will
be joy. This point leads us to job satisfaction.
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3.3.2 Job Satisfaction

A staff who is satisfied with his job has little tmmplain about. Such
staff are always happy, perform very well arkit level of
productivity andperformancesare always high. At the same time, some
staff are not satisfy with the job they perforprobably due to
their pay which does not commensurate withrtheducational
standard, or that the job they perform does naifjushat they expect to
receive.

3.2.4 Staff Turnover is reduced

Staff turn-over is the rate of employment arelemploymentand
termination and frequent replacements when staifn-over is
high, it depicts poor management of staff. dress is
discouraged. Productivity also declines whileadincy is adversely
affected.

The staff feel that work is threathened. Managensmuld identify

why staff turn over is high and make necessarpravement.

When there is frequent change of hands, the stdnufa service is

adversely affected. For instance, an hotel receptaving four different

hands (receptionists) within six months would eigese different level

of performance viz: satisfactory, not satisfactohglow average

performance. There will not be a steady flow of tisfactory and

required level of performances. Staff turn-overcastly because each
time a new hand comes in, he has to be trainedch Bvaeugh, if it is

In-house training, it involves extra effortenergy and time.
The management should therefore, endeavour to amaifter staff

strength, and working staff by providing nice steflfare packages.
This is how a high staff over can be reduced oveméed.

3.2.5 Good Working Relationship

When the staff and the management are satisfauwtitinyeach other,
good working relationship is encouraged whigk better and
suitable for the management. The managementbeiléble to achieve
her goals. There is tendency for progress and aseren the level of
efficiency and productivity.

3.2.6Industrial Conflicts Prevented

A very good staff welfare packages will eliminatedustrial conflicts
and misunderstanding from the staff and the agament. But in
a situation where the packages is poor ardcodraging, an
incessant complaints, sabotage incitement andpaacy will prevail

among the worker. This will eventually lead intmis-understanding
between the staff and the management. Thiges dnot augur
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well on the progress and future developmentf dhe
establishment. Hotels, Motels, Guests housd Huspitals should
endeavour to provide essential and work stimulatigifare packages
for the staff,

3.3 Staff Welfare Packages

The followings are the responsibilities which thearmagement are
expected to provide for the working staff in orderallow conducive
and satisfactorperformance$o reign among the staff. The management
should realize that having a well furnished hola¥ishly furnished a
room or havingnodern andsophisticated equipment in the hospital, the
management cannot dbe job involved. It is the duty of workers to
provide services. And if the workers are not wated to do the
job, there will be low and unsatisfactory guotivity.

3.3.1 ConduciveAtmosphere

A conducive atmosphere to work will promote gdoellth, living
and comfortable work environment. However, workissivment cannot
be the same in hospitality industry because ofetbfices of services.
The kitchen staff work in a hot environment due to the heat from
cooking, where as, the waiters work inside ancairditioned in the
restaurant. This conditional variance can call &r individual for the
kitchen staff by giving them heat allowance. In i&dd, the
management should ensure that the kitchen heat mast generate to
an extent of becoming sources of hazard. fhhaagement
should provide devices on how to reduce the hedinaake the kitchen
health hazard free section.

3.3.2Infra-structure facilities

The management should provide working facilitiegdance efficiency
and also increase level of productivity. In hotal leospital, when
there is no mopping sticks, vacuum cleaner or euogctho cleaning
agents like harpic, detergent to use for cleanagts, definitely the
toilets will become dirty and filthy. In the offiseadequate provision of
chairs, tables, file cabinet, office equipment dtidoe provided. In a
situation whereby many staff are sharing one tableork or when a
staff has to wait for another to finish his assigminbefore he can start
his own will cause inordinate delays and will dis@ge high
productivity and free flow of work.

The management must be very responsive to thest c
management. The provision of amenities will bejascibto and be
determined by the volume of job and the existirg jo
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3.3.3 Staff Cantean

Provision for free food or subsidized feeding wlole duty is a good
welfare package. It presents staff from loosingoeable hours going
out to eat. And is some cases, staff canteen caioibteacted out to an
independent caterer to run. The management provideshall, the
dinning chairs and tables, the cooking facilitiascls as electric gas
cooker/burnerfridge, electricity and water supply. The catereovides
the raw-materials, service plates drinking glastdde mats, cutlery and
other tableaccompanimentsThe price list is cheaper than the outside
price list. Where the management subsidizes, attisk used by the staff
to eat. The Caterer and the management will sdrtttoel accounting
reconciliation at the end of the month.

3.3.3 StaffUnifor ms

Staff are provided with appropriate uniforms. Thewsards, the room
maids, the cleaners, the receptionists, the ewaithe security
officers will have different style of uniforms. Wlarms give pride.

3.3.4 Medical Tr eatment

In hotel industry, there should be provision forstfi aid box to assist
staff treat minor injuries, mild aches andirpawhile on duty.

This is the responsibilities of tHeuse-keepingn conjunction with

the overall boss of the hotel. In hospital, thergiovision for first aid

box regardless of the fact that they are in drugshb.

Major accident and injury to staff in hospitalitydiustry should be well
taken care. Such a victim should be taken to thspitel for treatment
while the hospital bill must be paid for by the rmgament.

Welfare on medical treatment differs from one oigation to others,
while some organization will specify the type ofin@nt they can be
responsible for, some can give other  conditiorBome
management will decline on treatment of gonorrigh/ Aids,
abortion and other infectious diseases; some dopagt for staff
admission in the hospital but can pay certain pérthe bill. Some
medical welfare can only cover the staff withoutmbers of his family,
while some hotel can specify staff welfare for noadltreatment.

3.3.6 DeathBenefit

A good organization should take care of a staff ¢ieed on duty or while
still in the active service of the employment. Vdedf package on
death varies from one hotel or hospital to othert Bhether in a small
medium or big establishment, the management d¢ashy away
from this responsibility. Payment of the deceasetitlement to the
next of kin is a good welfare package.
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3.3.7 Staff Retirement Benefit

Staff welfare also takes care of what happens dfter “work has
finished” or “life after work”. A good organizatioshould pay gratuity
for the job well done. Gratuity depends on thegolof the company.
Gratuity is always calculated on the numbersyedr a staff put-
in. small size hotels and hospitals do not abvegcognize staff
retirement compared with big hotels or hospitalsnhogovernment hotel
and government hospital.

Whether in a small or medium or big hotels or htiy, the
management owes it as a lot of responsibility t&ertaer staff perform
well, live a better condition of health, work in eomfortable
environment and an environment devoid of hazara@security and
an environment that guarantees better futurg.Aanagement that
provides these types of welfare packages will akvaypave good
staff and these staff are also great adsetthe establishment.

Self Assessment Question:

List 7 types of staff welfare package
4.0 CONCLUSION

It is expected that you have learnt about stafflfaxe in hospitality
industry and you should be able to list all the amipnce staff welfare
and the factors affecting staff welfare.

5.0 SUMM ARY

This wunit has revealed to you the effects gbod staff
welfare to any management that provides for it neddisadvantages
of not providing good welfare for the staff

6.0 TUTOR MARKED ASSIGNMENT

1. Explain staff welfare and explain 2 importancetaffswvelfare
2. Explain 5 types staff welfare packages.

() cilities to facilitate job performance

(i)  Staff canteen to prevent staff going fatdok for wheat to
eat is also a food welfare package.

(i)  Medical facilities to ensure good health

(iv)  Staff uniform. To enable pride and confidena be
demonstrated

7.0 REFERENCES/FURTHER READING
Hotel and Catering supervision (social and econoasipects of the

Industry by Ken Gale, Peter Odgers Published bgarit1984
ISBN 0273, 028162
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Personal Individual skill experiences at derdship motel as
“Motel Manager” (1985 — 1990) Kano Motel La mirags
“General Manager (1990 — 1995) Kano
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1.0 INTRODUCTION

This is the fourteenth unit of this course. In thisit learner will be
taught about motivation of staff in hospitalitindustry. The
explanation and motivation factors will be disacss

2.0 OBJECTIVE

By the end of this unit, learners should be able to

- explain the meaning of motivation
- list the importance of motivation and list theed for motivation.
In hospitality industry.

3.0 MAIN CONTENT

3.1 Motivation Defined

Motivation is the sum total encouragementd amducement
which anemployer provides for the employees to kdbp job
moving. The encouragement and induceméent are #w®elsnwhich
motivate staff actions.

3.2  Thelmportance of Motivation
Motivation is one of the strategies an employer dnte enable him

forge ahead successfully in managing the team woik the
organization. These actions are production of g@amdisservices.
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3.2.1 To Provide Encouragement

Motivation is to encourage staff to put in theirtraxefforts in order to
realize the goals of the management. Wherff sdee provided
with certain incentives, they will be satisfiednake sacrifice in for of
extra duty. In hotel industry, there is not spedifime of closing as well
as in thehospital. Awaiter in the restaurant who is expected to cflgi
close at 10pm in the night may have a customer wvdrowalk in at
9.45pm and if this customer does not leave theaueaht, he can not
leave him and lock the door. Hh@s tostay. The waiter knows that he is
expected to stay. If such a waiter has not beeivatet, he will tell the
customer that the has closed. This is a loss &me® to the employer. In
the hospital, a staff nurse who was on night daty expected to close at
7.am might not be able to go if there is an emergéew minutes to her
closing time.

Motivation gives courage to work which also incesproductivity. It
also increases efficiency and satisfactory serviges hospitality
management.

3.2.2 JobMobili ty

An employer who motivates the staff will reduce higte of job
change- overs. A good staff is an asset whieh tmanagement
must keep and maintain. Many hotels, Guest hoaséshospital
might not have regard fa staff professionalism until when such a
staff leaves the organization for another alliedganization. The
former organization might not got an immediag¢placement. The
effect of vacancy might have a serious draw back@nsequence of
that establishment. The new hand to be employedbeayacking some
gualities. This usually happens to Hotel manaigdeaving one hotel
for another hotel. Even, some employers are inhiéigit of snatching
good hotel manager to work in their organization.

The service hands are not excerpted. If a siaff good in the
restaurant service, he may be motivated by andibesl to join their
work force. The chef d............... (the head cook) amother type
of staff that can be motivated by another mansnt to take over
kitchen organization.

There is high demand for the chef in many big amdliom size hotels.
Not everybody or staff in the kitchen can assume isponsibility
position of a chef. In the method of recruittheare carried out.
A good motivated establishment induces staffédegkto the job and
get the job going — on.

3.2.3 Qualitative Staff

Staff can only learn and become an experthié stays long in a
work- environment. Experience comes but not ame day.
Experience is from learning processes. And staff started from the
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low cadre and rise up to the level of a supervivoist have got the
required experience for efficient performance ofydin that particular
organization. Such staff can even rise to a moghéri level of
responsibility. If another vacancy exists and a rewd brought in
as a supervisor from school of catering amotel management,
the staff who rose to the supervisory level wilave more
experience than the fresh one from school. Expee@nstaff are
gualitative staff. Experience facilitates servidesgause it makes use of
the possible best way of doing and providing s&wiand production in
the most economical way. It saves cost, time, preaecident, increases
productivity and provide a solid foundation for thestablishment.
Management should try to motivate staff in — ortbeget actions from
them.

3.2.4 Increases Standard dfiving

Staff standard of living is encouraged. This praesosatisfaction of
their opportunity cost, it enhances provision foeit basic needs or
primary needs. Workers primary needs are: food daimks, sex houses,
clothing. A well motivated staff is a well paid #teehose needs are met.
The secondary needs which are self recognitioh,esteem, love and
affection, companionship, social status, societddtus, occupational
relevance and recognition are bound to be iegedd. Many

domestic development and acquisition of secondaeds are

achieved. But in an establishment where incentwvelsthe remuneration
is poor, staff can hardly meet up with their prignaeed before they
can imagine going for the secondary needs.

3.2.5 Career Develgpment

Staff who wishes to advance to a higher level spomsibility can
decide to stay with the organization aubsequentlype encouraged to
develop his skills and knowledge and througkarding process;
or learning bycorrespondencand even register for part — time
learning. It always happens in many establishmamdsto many staff. A
well motivated stall continue to use his experieace industrial skill for
the progress of the company.

3.2.6 Job Satisfaction

A staff who is well catered for will have satisfact for the job. Such
staff are always happy with their staff job perf@nce. They are
proud to be identified with such an organizatiom.nhany hotels and
hospitals, some staff are frustrated because treyat satisfied either
with the employer or with the work environment. Mucannot be
expected from such staff. It is either the jobeslonot commensurate
with the pay or the pay does not commenswrih the job. Job
satisfaction is a by product of motivation. Thare staff who for one
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reason or the other do not want the public to ifietitem working in a
certain company. And, as such as they close fokwhbey do not even
like to appear in their uniform, while some staffe aszery proud of
their work environment. They have pride working ithat

establishment.

This type of interest to be associated and be krasv staff of a
particular company should be a major concern aspomsibility of the
employer.

Self Assessment Question:

(i) Defined the work motivation
(i) List four important of motivation

40 CONCLUSION

By the end of this unit, it is expected that tear should be to
explain motivation and relevance of motivation ospitality industry.

5.0 SUMM ARY

Summary unit has reveled the type of need argporesibility
which an employer should do to improve the livimendition of the
workers to enable them go on with the job.

.0  TUTOR- MARKED ASSIGNMENT

Define Motivation

Explain 2 importance of staff motivation in hosfitieindustry.
Explain Job satisfaction and Career Develogmeas
related to staff motivation

wpRE o

7.0 REFERENCESFURTHER READING

Hotel and Catering supervision (social and econoaspects of the
Industry) Ken Gale. Published by Pitman ISBN 0228162
1984

Personal Industrial Skill Experiences at De- frighigd motel as “Motel

Manager” (1985 — 1990), Kano. Motel ha mirage a® 'ia&ral
Manager” (1990 — 1995), Kano

88



UNIT 3 FACTORS AFFECTING MOTIVATION IN
HOSPITALITY MANAGEMENT INDUSTRY.

CONTENTS

1.0 Introduction
2.0  Objectives
3.0 Main content

3.1  Motivation Defined
3.2 Types of motivations
3.2.1 Remuneration
3.2.1(a) Salary
3.2.1(b) Wages
3.2.2 Factors affecting variance in salarywaades
3.2.3 Differences in salary and wages
3.4 Allowances and Loans (short term and kemgn
loans)
3.5 Benefits
3.5.1 Official cars
Medical facilities
Off — duty
Annual leave
Casual leave
Career Opportunity
Training & Induction
3.5.8 Pension, Gratuity, Death and Compensation

00 00 U W W W ¢
SIRORUSISE
~NOODWN

4.0 Conclusion

5.0 Summary

6.0 Tutor Marked Assignments
7.0 Reference/Further Reading

1.0 INTRODUCTION

This is the fifteen unit of this course which is@lthe last unit. In this
unit we shall complete discussion about staff ivadion. The
proceeding chapter dealt with the explanation. Thianit will
explain types of motivation in hospitality industry

20 OBJECTIVES
By the end of this last unit, the learner shoul@blketo:

- explain the various types of staff motivations

- list types of staff motivations

- explain how motivation can influence staffroductivity
and efficiency
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3.0 MAIN CONTENT

3.1 Motivation has been defined as sum taatouragement and
inducement which an employer provides for the employees tqpkbee
job moving. The encouragement and inducement aendeds which
motivate staff actions. These actions are the poddé goods and
services.

3.2  Types ofMotivations

We shall consider in as much as possible variques ¢y motivation that
will enable you to know the type that you fpre in any
organization. Staff motivations differ from oneasishmentto another.
However, an employer who can not motivate the teaark hardly get
high level of productivity. This is because thefstll not consider the
job first, but it is the staff first, job last. Mle in some well
motivated establishment, the staff firstly does the job, because
without the job, the basic and primary needs suzifoad, clothing,
accommodatiorsex, air are not achieved.

And these are the factors of human survival anstemce. They consider
job first and self last. When the money comes, thlay for the way on

how to spend the money. The reverse is the priacipi some

establishment. They do not bother if he companjapsks because
there is no provision for their basic and primagegds.

We shall divide motivation into three groups in abular form and

discuss them

Remunerafion allowancesLoan<Ber Eefit

Safary House allowance Transﬁb{ficial car Medica

\Wages allowance Over-timacilities Off- duty
allowance Vehicle loan Annual leave
House loan Casual leave
Refurbishing loan Career opportunity

Job security
Training and induction
Pension and gratuity

DeathOccupational compensation

3.2.1Remuneration

This is the total basic pay which an employer agtegay the employee
for performing certain agreed or specified job maxganization.This
comes in a form of salary or wages. Wages asalary are
therefore, payment for personal services rend&redperforming
certain duty. Salaries are usually
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paid monthly, although two payments may be madeaimonth
depending on the policy of the establishment. Isgitality industry, it is
not a common system of payment. It is only yvecommon in
product manufacturing industries.

Wages are usually paid daily or weekly. The earoévgages do
not keep a long time to collect their money aftezyt have supplied
their labour and services.

If salaries and wages are attractive, worker witive to have an

opportunity to work in that particular organizatidhowever, workers
should ensure that they put in their best . Theagament on the other
hand will ensure that workers justify their pay well paid staff

is a happy and comfortable worker. There aret afloconveniences
associated with good salaries. In hospitality indystaff salary on a
similar job such as a receptionist varies from amganization to

another.

3.2.2 Factors Affecting Variance in Salary andWwages

Turn-over — The daily, weekly and monthly salesll affect the
type of salary to be paid to the workers. dhe hotel in the
same location is performing better than anotlweelhthe one doing
well may decide to pay higher in order to motivstegdf to do better.

The profit margin — The profit margin edared also
determines andinfluence the type of salary to be paid workersev¢h
the profit margin is high, salary may be increasether fringe benefits.
Profit margin is also influenced by the over hedfishe amount of
money pent on maintenance is high, the level ofitaraargin will fall.

3.2.3DIFFERENCES IN SALARY/WAGES

Workers salary are differentiated not on age lawelsex or religion
but purely and strictly considered on the type albdur. We have skKill,
semi- skilled, and un-skilled labour. Skilled laboare qualified and
experience for the job. They are always at theabphe management.
The semi-skilled are supervisory level. The sathey receive is lower
than the skilled labour. While the un-skilled laboureceive the
lowest. This classification affects other motivatolike loans and
allowances and fringe benefits.

3.4  ALLOWANCES AND LOANS

Allowance is an additional provision added to ttedfssalary in order
to supplement his basic salary. This is separat@ted in the pay-roll
sheet. A pay- roll sheet is the analysis st&ff payment, while
loan is a financial assistance provided to steff to meet up
with certain emergencies or contingencies. Loarespayable over a
period of time with or without an
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interest. Some establishment may charge a velg iitterest amount on
loan while some do not charge. However, this depardindividual’s

policy.

In hospitality industry, interest is not normallyazrge on small loans, it
is deductible over a period of time. Such loan barshort time or long
time. A short time loan does not attract interest & is payable within a
reasonable time. The amount involved is always lsiAdbng time loan

attracts interest, though the interest is low. Thlso depends on
individual company’s policy. Long time loan invoheg money. Such
money could be used to buy cars or for buildingdesuor for buying
land or shares.

Other types of allowances to be provided for thefsh hospitality
industry are: - transport allowance to enable tlteme to work and go
home. When vehicles are provided, staff transgtotvance is reduced.
But where there is no company’ vehicles, reasonamieunt of money is
paid.

Over-time allowance: - An extra duty performed &gaff or an
additional hours spent to attend to customers pagd of dividends to
the progress and development of the establishm8waff are
encouraged to do overtime so that work scheduleangpleted with a
schedule time.

Vehicle loans, refurbishing loans are also goodemtiwe that an
employer should provide to give courage and bdust vork morale. It
is to be known that only the transport and hou$ewainces, fringe
benefits and if possible the overtime allowanced tisually appear on
the pay-roll sheet. The long and short term loaageha separate record
such as vehicles loan, house loan and refurbidbary

3.5 Benefits

The fringe benefits are special provisions not ssagy and directly
giving cash to the workers. But staff are dfgad from such

provisions. The provision are valuables and areetany benefits. This
is another way an establishment maintains the wetathe staff. Some
benefits involve direct cash delivery but not imzonthly basis such as
annual leave bonus. The amount is payable oncareoyavhen the staff
is proceeding on leave. Staff benefits includeddiiewings:

3.5.1 Official Cars
Cars are normally provided for the executiveffstaof the

establishment to facilitate mobility and contacthwypeople. It is a good
means otommunicationOfficial cars are not for the junior staff.
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3.5.2 Medicalfacility

The provision for medical treatments within tleuntry and
outside the country should be extended to stadfioBs cases of
treatment are referred to overseas. However, thpe of hospitality
management which can provide these facilities any the first class
hotel and hospitals. This is also limited to a véw executive top
management staff. At the present level of our enunaevelopment in
hospitality industry, no management can affordeadshis/her staff to
overseas for medical treatment. All cases of iknase referred to
hospital.

Further more, hotels and hospitals usually engegesultation of
private hospitals and clinics in towns where stedih be referred to
for medical treatment. This however becomes i@pe in view of
the rate of work hazards in hotels and hospitdleen a staff is
injured which is beyond using first aids box, thstaff is quickly
rushed to the hospital for immediate

attention.

Medical facilities are welcome motivational ctar which will
boost the worker's morale. The small hotels or pitats may not have
sufficient fund to afford on their staff medicakiities. The option
available to them in some cases is to allow thk siaff go home and
treat oneself before he can continue with the job.

3.5.30ff-Duty

This is a day set aside for staff personal use-dOfy enables staff to
regain all the lost energy and afford him tEportunityof resting well

also attend to some pressing issues which he camttemd to while
working. However, if it becomes inevitable for th&ff not to go on
off-duty due to pressures from work, he forfeitse thff-duty and be
compensated as over time. Staffs are entitled éoday off in a week. In
hospitals, the duty roster for the staff nurse aaad attendance differ
and this is left for the matron or the house- keege plan. Some
Staff nurses do have two days off a week stnespecially if

they did night duty for some days.

3.5.4 Annual leave

This is a period of time a staff is completely dfity. The period and
number of days vary from one hospital to anothed famm one hotel
to another. Usually, a minimum of two weeks aflowed for the
junior staff. The intermediate staffs are allowé&nlrteen days
while the senior staffs are allowed twenty eigltys. In some
government establishment, the week ends

are notinclusive of the number of days mentiortemlia A fourteen
day annual leave will be fourteen working days Wwhg very close
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to three weeks. Annual leave are accompanied wittual leave bonus
or allowance. The allowance is payable on the dadeparture or there
about.

3.5.5 Casualleave

An emergency leave should be allowed to the staff sblve the
emergency issue. Casual leave does not attracteanyneration and
staff should not exceed the number of days indicatside his letter of
approval otherwise he may be asked not to go edwutif to cover for the
extra days spent.

3.5.6 Career Oppor tunity

A well intentioned organization should give roonor f career
development within the organization. For exampléaére is a vacancy
for the post of a supervisor. The most senior tdeader can be
promoted to that position or when here is a vacdocymanagerial
appointmentthe supervisorsvithin the organization may be screened
and assessed. The most suitable one is selectepramwted to that
office.

This is a career opportunity which every rkes is vying for.
It is demoralising if a competent hand can fi taxisting vacancy and
somebody is brought from outside to occupy the.SEais sometimes
does not promotegood working relationship and tieav officer
does not also enjoy the support of an expectaif ® fill the
vacancy. An appointment into a vacant position insgitality
management should be carefully considered by tatkiegnterest of the
existing staff in prime view and that is the onlgystaff cantake up an
advancementin future career.

3.5.7 Training and I nduction

One of the best ways to achieve efficiencyinimize wastes,
prevent accidents, prevents errors, reduced mistake to increase
productivity is to provide training exercises taeethtaff. Training is a
process of learning and acquisition of more idead &nowledge.
Training will assist the staff to be mojeb-oriented.The hospitality
management should endeavour to provide training foe workers in
order to reduce complaints and unsatisfactory sesvi Too much
complaint and unsatisfactory services against thaff sand the
management can have a serious set-back effect.

Training and induction courses will improve theld system of working
to a more perfect and modern way of doing work.hBtite small,
medium and big hospitality management shouldowknthat their
responsibility is to provide services in aieridly, cheerful and
hospitable manner. These qualities are not im-koth them, but they
have to acquire it, adapt it and leave with it thgio practice and training.
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3.5.8 PensionGratuity and Death compensation

Some jobs are pensionable in hospitals and hoteilewsome are

not. A pensionable job is the job which provide dertain percentage of
salary to be paid after the service. This is usualbtainable in

government establishment. In the private sectas,ithnot visible. It is

only the gratuity which is paid. Gratuity is thensdotal amount as an
entitlement to say “thank you for the services ered” while the person
was working. It is paid once and for all and tisagood bye.

Death gratuity is paid to the next of kin and congsion may be paid
in addition to death gratuity most especially ié thtaff died on active
duty. This is called occupational compensation

SELFASSESSMENTQUESTION

List the types of staff motivations?
Differentiate between long term loan and short tkeram?

40 CONCLUSION

This unit concluded our discussion on staffelfare and

motivation in hospitality industry. It is expectduht by the end of this
unit, leaner should

be able to explain what motivation is all about ahe time of

motivation which an employer can provide to maladfgierform duties
satisfactorily.

5.0 SUMMARY

This unit has revealed the relevance of motivatiostaff productivity
in hospitality industry as a strong weapon for tealization of the
company’s objectivity.

6.0 TUTOR MARKED ASSIGNMENT
1) Define Motivation

2) List 3 major types of motivation
3) Explain 5 of them.
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