Working For The Guest Notes

Week 1-8

F & B Cost Control

F&B Cost Control 1
Profit = sales - expenses 

Contribution Margin =selling price – food cost

Menu Mix % = number sold / total number sold x 100

Food Cost Percentage = net food cost / total food sales during the period x 100

Menu Costs = item food cost x number sold

Menu Revenues = item selling price x number sold

Average Food Cost Percentage = total food cost / total menu revenues

Menu Contribution Margin = item CM x number sold

Popularity Rate = 100 / number of items x percentage determined by the management

Menu items - four different categories: Star, Plowhorse, Puzzle, Dog

The Profit Factor = the total contribution margin of a menu / average gross profit or contribution margin.

F&B Cost Control 2 & 3
VAT: Value Added Tax

Yield stands for net revenue: gross revenue - cost of goods sold.

Revenue: A percentage of the main product or item.

Menu Revenue: The total number sold of a certain item x item selling price.

Food Cost percentage: The relation between net cost price & selling price excluding VAT, the purchase price is the same as the cost price.

Cost Factor: A number which gives an indication of the relation between the gross and the net costs of a certain product.

Portion factor: An indication of the number of portions which can be obtained from 1 kilo net weight.

Portion Divider: An indication of the number of net portions that can be obtained of a certain gross weight. Portion divider = portion factor x yield %. 

F&B Cost Control 4
Potential consumption: Based on a standard. A glass of Dutch gin has a content of 35 cc. A bottle of Dutch gin contains 1 liter, which equals 1000cc. this means that out of a bottle (1000/35=) 28,6 drinks can be obtained.

Potential turnover: The potential turnover = potential consumption x net selling price. The net selling price is the selling price excluding VAT.

Haccp Lectures

HACCP

Lecture 1

HACCP - HACCP is a food safety system that helps identify foods and procedures that are most likely to cause foodborne illness. HACCP is a production control system for the food industry. It is a process that identifies where potential contamination can occur (the critical control points or CCPs) and strictly manages and monitors these points as a way of ensuring the process is in control and that the safest product possible is being produced. HACCP is designed to prevent rather than catch potential hazards. HACCP is designed to address food safety priorities.
The seven HACCP principles:

Principle 1: Conduct a hazard analysis. 

· Plants determine the food safety hazards identify the preventive measures the plant can apply to control these hazards. 

Principle 2: Identify critical control points. 

· A critical control point (CCP) is a point, step, or procedure in a food process at which control can be applied and, as a result, a food safety hazard can be prevented, eliminated, or reduced to an acceptable level. A food safety hazard is any biological, chemical, or physical property that may cause a food to be unsafe for human consumption. 

Principle 3: Establish critical limits for each critical control point. 

· A critical limit is the maximum or minimum value to which a physical, biological, or chemical hazard must be controlled at a critical control point to prevent, eliminate, or reduce to an acceptable level. 

Principle 4: Establish critical control point monitoring requirements.
· Monitoring activities are necessary to ensure that the process is under control at each critical control point. FSIS is requiring that each monitoring procedure and its frequency be listed in the HACCP plan. 

Principle 5: Establish corrective actions. 

·  These are actions to be taken when monitoring indicates a deviation from an established critical limit. The final rule requires a plant's HACCP plan to identify the corrective actions to be taken if a critical limit is not met. Corrective actions are intended to ensure that no product injurious to health or otherwise adulterated as a result of the deviation enters commerce. 

Principle 6: Establish record keeping procedures. 

· The HACCP regulation requires that all plants maintain certain documents, including its hazard analysis and written HACCP plan, and records documenting the monitoring of critical control points, critical limits, verification activities, and the handling of processing deviations. 

Principle 7: Establish procedures for verifying the HACCP system is working as intended. 

· Validation ensures that the plans do what they were designed to do; that is, they are successful in ensuring the production of safe product. Plants will be required to validate their own HACCP plans. FSIS will not approve HACCP plans in advance, but will review them for conformance with the final rule. 

SRM – Sanitation Risk Management

The SRM program helps ensure product safety, risk reduction and guest satisfaction.

Control Points:

1. Menu Planning

2. Purchasing

3. Receiving

4. Storing

5. Issuing

6. Preparing

7. Cooking

8. Holding

9. Serving

10. Cleaning and maintenance

HACCP

Lecture 2

What is the FDA?

The FDA is the Food and Drug Administration; it is a division of the U.S. public health and human services.

What does it do?

It enforces the Federal Food, Drug, and Cosmetic Act and other statutes as assigned and is  responsible for the safety regulation of most types of foods, dietary supplements, drugs, vaccines, biological medical products, blood products, medical devices, radiation-emitting devices, veterinary products, and cosmetics. 

The FDA states:

Imminent health hazard means a significant threat or danger to health that is considered to exist when there is evidence sufficient to show that a product, practice, circumstance or event creates a situation that requires immediate correction or cessation of operation to prevent injury.

The FDA’s, 1993 food code is the foundation for the SRM program. While responsibilities for SRM are shared by managers, staff members and regulatory agents the benefits effect all including guests.

The food establishment inspection report, the introduction and administrative data clearly ask for key information, including inspection type and time. It is essential that regulatory officials standardize the mark inspection process within an agency. Inspectors mark violations when they clearly exist in the food establishment. A violation represents a deviation from a food code provision. Each violation is recorded as a separate item on the report.

The FDA electronic inspection system was an alternative to the inspection form. A power tool for regulation agencies. It was used mainly for interrogation and consolidation. 

1940, U.S. published ordinance and code regulating eating and drinking establishments.

1976, FDA released the model food service sanitation ordinance.

1978, Vending of food and beverages.

1982, Retail of food store sanitation.

1986, Development of a single code which was envisioned as a single document on sanitation requirements. 

Housekeeping Lectures

Housekeeping

Lecture 1

Housekeeping - The department of a hotel charged with cleaning, maintaining rooms, public spaces, everything in the hotel, the property is as fresh and attractive as the day it opened for business.

Hotel Types:

Economic Hotels - 

Economy hotels are a growing segment of the lodging industry. These properties focus on meeting the most basic needs of guests by providing clean, comfortable and inexpensive rooms. Economy hotels appeal primarily to budget minded travelers who want rooms with all the amenities required for a comfortable stay, but without the extras they don’t really need or want to pay for. The types of guests attracted to economy hotels include families with children, bus tour groups, business travelers, vacationers, retirees and groups of conventioneers.

Mid Market Hotels –

Hotels offering mid market service probably appeal to the largest segment of the traveling public. Mid market service is the modest but sufficient, and the staffing level is moderate but not huge. Guests likely to stay at a mid market hotel are business travelers on expense accounts, tourists or families taking advantage of special children’s rates. Special rates may be offered for military personnel, educators, travel agents, senior citizens and corporate groups. Meeting facilities of mid market service hotel are usually adequate for conferences, training meetings and small conventions. These hotels generally offer uniformed service, airport limousine service and full food and beverage facilities. The property may have a specialty restaurant, coffee shop and lounge that all cater to local residents as well as to hotel guests. The management staff of a mid market property usually consists of a general manager and several department managers. The executive housekeeper manages the housekeeping department, the staff of which generally outnumbers that of any other department in the hotel.

Luxury Hotels-

Luxury hotels offer world class service providing upscale restaurants and lounges, exquisite décor, concierge service and opulent meeting and private dining facilities. Primary markets for hotels offering these services are top businesses executives, entertainment celebrities, high ranking political figures and other wealthy people. In catering to these type of guests, the housekeeping staff is generally responsible for dispensing oversize bath towels, bars of scented soap, special shampoos and conditioners, shower caps and other guestroom and bath amenities. Bath linens are typically replaced twice daily, and a nightly turndown service is usually provided. In addition, these guestrooms contain furnishings, décor, and art work that is more expensive than guestrooms in the mid market service category.

Hotel divisions and departments-

Each department is classified as either a revenue center or a support center. This method is especially useful for accounting purposes and in relation to the property’s recordkeeping and information system. A revenue center sells goods and services to guests and thereby generates revenue for the hotel. The front office and food and beverage outlets are examples of typical hotel revenue centers. Support centers do not generate revenue directly but play a supporting role to the hotels revenue centers. The housekeeping department is a major center within the rooms divisions. Other hotel support centers include the areas of accounting, engineering and maintenance, and human resources.

The room’s divisions-

The rooms division is composed of departments and functions that play essential roles in providing the services that guests expect during their stay. In most hotels the rooms division generates more revenue than any other area in the hotel. The revenue center of the rooms divisions is the front office department. This department is usually the most important revenue center in a hotel. Other departments within the rooms divisions serve as support centers for the front office. These may include housekeeping, reservations, telephone, and uniformed service departments.

The engineering and maintenance division-

The housekeeping department works closely with the engineering and maintenance division to ensure that proper preventive maintenance procedures are carried out effectively. Since daily cleaning duties require that housekeeping personnel enter almost every guest room every day, the housekeeping department is in a position to identify maintenance needs and initiate work orders for engineering.

Housekeeping and maintenance-

In most nonlodging commercial buildings, housekeeping and maintenance personnel generally report to the same department manager. In most midsize and large lodging operations, the housekeeping personnel report to the room’s division’s manager, while engineering and maintenance are a separate division. In order to ensure smooth operation the housekeeping and engineering managers need to devote attention to improving the relationship between their departments.

Teamwork-

Teamwork is the key to successful hotel operations. Housekeeping must work closely not only with the front office and engineering but also with every other department in the hotel. Although the manager is responsible for implementing the teamwork principles, each department and every employee can help.

Housekeeping responsibilities-

· Guestrooms

· Corridors

· Public areas, such as the lobby and public restrooms

· Pool and patio areas

· Management offices

· Storage areas

· Linen and sewing rooms

· Laundry room

· Back of the house areas, such as employee locker rooms

Housekeeping departments of hotels offering midrange and world class service are generally responsible for additional areas such as:

· Meeting rooms

· Dining rooms

· Banquet rooms

· Convention exhibit halls

· Hotel operated shops

· Game rooms

· Exercise rooms

The general manager typically designates which areas housekeeping will be responsible for cleaning. However, if areas of responsibility cross department lines, the manager of those departments must get together and settle among themselves any disputes about cleaning responsibilities. The agreement among the managers is then reported to the general manager for his or her approval. A good housekeeping manager can efficiently solve problems with other managers, thereby relieving the general manager of day to day operational problems.

Planning-

Planning is the executive housekeeper’s most important management function. Since the housekeeping department is responsible for cleaning and maintaining so many different areas of the hotel, planning the work of the department can seem like an enormous task. Without a step by step approach to planning, the executive housekeeper can easily become overwhelmed and frustrated by the hundreds of important details. These details must be addressed in order to ensure that the work is not only done but done correctly, efficiently, on time and with the least cost to the department.

Inventory lists-

Planning the work of the housekeeping department begins with creating inventory lists of all items within each area that will need housekeeping’s attention. Preparing area inventory lists is the first planning activity because the lists ensure that the rest of the planning activities address every item for which housekeeping will be held accountable. Inventory lists are bound to be long and extremely detailed. Since most properties offer several different types of guestrooms, separate inventory lists may be needed for each room type. When preparing a guestroom area inventory list, it is a good idea to follow the sequence in which room attendants will clean items and in which supervisors will inspect items. This enables the executive housekeeper to use the inventory lists as the basis for developing cleaning procedures, training plans and inspection check lists.

Coordinating-

The management function of implementing the results of planning and organizing at the level of daily housekeeping activities. Each day the executive housekeeper must coordinate schedules and work assignments and ensure that proper equipment, cleaning supplies, linens and other supplies are on hand for employees to carry out their tasks.

Staffing-

This involves recruiting applicants, selecting those best qualified to fill open positions, and scheduling employees is one of the most important management responsibilities of the executive housekeeper. 

Directing- 

This focuses on employee activity on the goals established in the planning phase, using the strategies and organization established in the planning phase, using the strategies and organization established in the organizing, coordinating, and staffing phase. For an executive housekeeper, directing involves supervising, motivating, training, and disciplining employees. Motivating the housekeeping staff is a particularly important skill and is closely connected with the executive housekeepers ability to lead the department.

Controlling-

This refers to the executive housekeeper’s responsibility to devise and implement procedures that protect the hotels assets. Assets are anything the hotel owns that has commercial or exchange value. An executive housekeeper helps safeguard the hotels assets by implementing control procedures for keys, linens, supplies, equipment, and other items. 

Evaluating-

This is the management function of assessing the extent to which planned goals are in fact attained. Monthly budget reports prepared by the hotels accounting staff are important evaluation tools for all managers in a hotel. These reports provide timely information for evaluating housekeeping operations, especially the department’s monthly labor expense.  

Housekeeping Organizational Chart:  
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Housekeeping

Lecture 2

Cleaning

The sequence of room cleaning consists of preparatory steps, cleaning tasks and a final check. Room inspections are also an internal part of the overall process of guestroom cleaning. In some properties, the responsibilities of room attendants extend to providing special services and amenities. A well planned schedule can save time and ensure a professional job.

The linen room

Here employees report to work, receive room assignments, room status reports and keys and check out at the end of their shift. The room attendant here also, prepares for the workday by assembling and organizing supplies necessary for cleaning.

Room attendant’s trolley

A toolbox stocked with everything necessary to do an effective job. The trolley is stored in the linen room with the housekeeping supplies. In large properties supplies are often centralized in a particular area and issued to room attendants each morning. Most trolleys have three shelves, the lower two for linen and the top for supplies. Overstocking the trolley increases the risk that some items will be damaged, soiled or stolen in the course of cleaning.

Items found on a room attendant’s trolley:

· Cleaning sheets, pillowcases and mattress pads

· Cleaning towels and washcloths

· Cleaning bath mats

· Toilet and facial tissue

· Fresh drinking glasses

· Soap bars

· Clean ashtrays and matches

Room assignments

The order in which the room attendant cleans the rooms will be determined by the room status report.

Room status report

The room status report provides information on the occupancy or condition of the properties information on the occupancy or condition of the properties rooms on a daily basis. It is generated through two way communications between the front office and the house keeping department. The room status report is generally easy to read and uses simple codes to indicate room status.

Cleaning the guestroom

Room attendants must follow a system to consistently produce spotless clean guestrooms. An organized plan saves time and can prevent the room attendant from overlooking a cleaning task or even cleaning an area twice. To be more effective guestroom cleaning should follow a reasonable sequence from actually entering the guestroom to the final check and departure.

Guestroom

It is important to follow certain procedures when entering the guestroom that shows respect for the guest’s privacy. When approaching a guestroom, observe whether the guest has placed a do not disturb sign on the knob. Be sure to check that the door is not double locked from the inside. Never use a key to knock since it can damage the surface of the door. If a guest answers, introduce yourself and ask what time would be convenient to clean the room. Note that time on the status sheet or schedule. If no answer is heard, wait a moment, knock again and repeat housekeeping. If there is still no answer, open the door slightly and repeat housekeeping. If the guest does not respond after the third announcement, you can be fairly certain that the room is empty and can begin to enter. However, just because a guest does not answer doesn’t mean the room is empty, the guest may be in the bathroom or sleeping. If this is the case leave quietly and close the door. Should the guest be awake, excuse yourself, explain that you can come back later, close the door and proceed to the next room.

Making the bed

· Remove personnel items from the bed and place them aside.

· Remove the bedspread and blanket and place them on a chair to keep them clean and free from dust and dirt. Of the blanket or bedspread is dirty or if you notice any holes or tears be sure to replace it.

· Strip the bed of dirty linen and place the pillows on the chair with the bedspread and blanket.

· Check the mattress pad and the mattress.

· Make a note to inform your supervisor if the mattress shows any stains, burns or damage. If the mattress pad needs changing, remove the old pad and lay a fresh one on the bed so it unfolds right side up. Spread the pad evenly over the center of the bed and smooth out any wrinkles.

· Mitering is a simple way to make a smooth, neat, professional corner.

· Begin with the sheet hanging loosely over the corner. Tuck the sheet in along the foot of the bed, right up to the corner.

· Take the loose end of the sheet, about one foot from the corner and pull it straight out, forming a flap.

· Pull up the flap so it is flat and wrinkle free.

· Tuck in the free part at the corner.

· Pull the flap out toward you and down over the side of the bed.

· Tuck in the flap and, make sure the corner is smooth and snug.   

Cleaning the bathroom

Bathrooms are cleaned in the following sequence: shower area, sink, toilet, walls, fixtures and floor. It is important to work from top to bottom to avoid spotting or dirtying areas already cleaned. The necessary cleaning equipment should be continently stocked.

Dusting

To brush, wipe, or sweep away dust, to dust a table or a floor. The person dusting there back should be straight and when reaching low places, don’t bend your back but squat down, this is in order to prevent injuring or hurting your self which will effect the body if this is not done after a few days of dusting.

Guest Room Inspection Checklist:

Date:

Housekeeper/Inspected By:


Room #
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Guest Room Inspection Check List

	Item
	
	Item
	

	1.
Entrance Door

	Check door handles and locks to be sure they are working properly.
	
	The provincial hotel laws, room rate sheet should be posted on back of door.
	

	Check to see that room numbers are intact.
	
	Make sure that the "Do Not Disturb" card is on the inside door knob. 
	

	Door should be free of smudges and scratches.
	
	
	

	2.
Drapes

	Drapes are closed, all hooks in place.
	
	Drapes should be inspected inside and out for stains and damage. 
	

	Check drapes for smooth pulling action.
	
	
	

	3.
Beds

	Beds should be uniformly made so that spreads are even in appearance, pillows are the same size.
	
	Lift the spread to make sure the bed has been made properly.
	

	Check under beds for trash or guest articles.
	
	Beds and headboards should be aligned.
	

	4.
Furnishings (armoire, desk chair, wall mirror, air conditioner/heater, occasional chairs, nightstand, desk, wall pictures, telephone, television)

	Make sure that all furniture is free of dust and dirt.
	
	Check to see that all furniture is straightened.
	

	Lamp shades should be straight, with the seams facing the wall.
	
	Check the telephone for cleanliness. Instructions should be readable.
	

	Turn on the television to make sure it is working properly; check for cleanliness.
	
	
	

	5.
Lighting (swags, table lamps, bathroom, vanity and bedside lighting)

	Lamps and lamp shades should be free of dust.
	
	Check for proper wattage of light bulbs.
	

	Turn on all the lights to make sure they are operating.
	
	
	

	6.
Bathroom

	Floor, walls, ceiling and all fixtures should be free of mildew, dirt, hair, grit.
	
	Check to be sure shower curtain clips are in place, the curtain is open 6” from each wall, and the rod cover seam turned toward the wall. 
	

	Turn on the exhaust fan to be sure it is working properly.
	
	
	

	Check behind door for clothes hook.
	
	There should be two rolls of toilet paper on holders (and one on the back of the toilet). 
	

	All chrome should be shiny.
	
	
	

	Check that there are no unpleasant odours.
	
	Flush toilet to check for cleanliness and leaks.
	

	
	
	
	

	
	
	
	

	
	
	
	

	Date:
	Signature: 
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	Guest Room Inspection Check List

	Item
	
	Item
	

	7.
Vanity Area

	Sink, counter and mirror should be free of mildew, hair, soap, residue.
	
	Check to see that there is a proper number of towels neatly folded on the towel rack.
	

	Chrome should be shiny.
	
	There should be two bars of soap in bath area (1 deodorant, 1 non-deodorant).*
	

	A clean ice bucket and four wrapped cups should be in the other corner of the vanity, optional liner on top of the bucket.*
	
	Clothes rack should be dust-free, with twelve hangers (6 suit, 6 skirt).*
	

	8.
Supplies

	Two waste baskets should be cleaned and in proper place.*
	
	Check the condition and placement of these items: Comment card, current Hotel Directory, Gideon Bible, Non-smoking tent cards (where applicable), stationary.*
	

	Check telephone books for soil and damage (be sure they are in their proper location).
	
	
	

	There should be three ashtrays (smoking rooms only).*
	
	
	

	9.
Floor, Walls, Ceilings

	The carpet should be vacuumed thoroughly.
	
	Check all corners, under beds, behind doors, around furniture and air conditioner/heater for trash and dirt. 
	

	Ceiling, walls should be free of dirt, damages, cobwebs, etc.
	
	
	

	Check baseboards for cleanliness.
	
	
	

	10.
Heating/Air Conditioning Units

	Check for air cooling and heating.
	
	
	

	11.
Critical Room Items (Should be checked daily)

	Television
	
	
	

	Heating & Air Conditioning
	
	
	

	Telephone
	
	
	

	Plumbing
	
	
	

	Bedding
	
	
	

	Lighting
	
	
	

	Door Hardware
	
	
	

	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	*customize for your property
	
	
	

	Date:
	Signature: 


In House Procedures Lecture
In House Procedures

Lecture 1

All employees of all departments should reach a common goal, this is facilitated by internal marketing.

Internal marketing (IM) is an ongoing process that occurs strictly within a company or organization whereby the functional process aligns, motivates and empowers employees at all management levels to consistently deliver a satisfying customer experience.

Key concepts of internal marketing include:

· IM functioning as a continual internal 'upskilling' process. 

· Alignment of the organization’s purpose with employee behavior. 

· Employees internalizing the core values of the organization. 

· Motivation, reframing and empowerment of employee attitude. 

· Inside-out management approach. 

· Retaining a positive customer experience throughout the business objectives 

Internal marketing is a process of planning and executing marketing activities aimed at the creation and improvement of exchange process within the organization. It deals with human resource management activities. It is a process of planning and executing that aims at satisfying the objectives of both parties in the service encounter.
Exchange process:

1. Exchange processes between organization and employees.

2. Exchange process between top management and departments. 

3. Exchange processes between departments.

4. Exchange procedures between department and its employees. 

[image: image7.png]Fan Ols ESvame LA —
Use Sparingly B Sugors (ceed)
Thece syt show tha o and acded
3ars come ol from fas,oi, and
ettt canbe part o or added o
feods rom e oter food grougs 25 el

Wik Yogur, T Weat Poutry, Fin,
& Cheese Group Dry Beans, Eggs.
23 Sorvings & Nuts Group

2-3 Servings
‘ggz‘:b‘e Fruit Group 2-4
3-5 Servings Servings

Bread, Cereal,
Rice, & Pasta
Group
6-11
Servings

‘SOIRCE: 5. Department of Agrsture/ 5. Deparmer cfHeaih and Human Servies




 



 
The exchange process is the interaction between buyer and seller in which each party gives the other something of value. Usually, the seller offers goods and services.

Exchange process:

· Between the organization and its employees

· The first goal of internal marketing is to recruit the mist suitably skilled individuals for each job.

· A second goal is to motivate those individuals in order to create dedication towards reaching organizational objectives.

Between top managements and the departments: 

· The main goal of the second exchange process is to establish a good business practice.

· The focus in this process is on business mission, objectives, policies and quality assurance.

· Activities geared towards the actual delivery of the service.

· The objective of internal marketing in the third process is to stimulate efficiency and effectiveness.

Between departments and its employees:

· Mostly connected to coordinate leadership and allocating tasks and budgets.

· The goal of internal marketing in this exchange is to improve efficiency, effectiveness and team spirit.

Internal marketing tools:

· Personnel management - The exchange process between organizations and employees. The tools are job and salary, the opportunities to gain knowledge and organizational career possibilities. The objective of using these tools is to facilitate hiring, keeping and motivating employees.

· Organizational tools - These tools make it possible for the service to function in the market place and include the mission statement, written organizational structure and a simple internal suggestion and complaint box.

· Internal market tuning tools - The tools internal market research, internal market segmentation, internal and external mass communication and selling.

· Management tools - Used for influencing the exchange process between management and employees and between top management and the departments. 

· Empowerment - The redistribution of power within an organization enabling managers, supervisors and staff members to perform their jobs more efficiently and effectively. 

· Enhancement of service - To guests, increasing to guests, increasing profits by shifting decision making power, authority and accountability.  

In House Procedures

Lecture 2

· Quality:

Quality generates repeated business, positive word of moth communication and a healthy image. 

Quality distinguishes an organisation from its competition.

Quality is the fitness for use, the extent to which the product successfully serves the purpose of the user during usage. 

Quality is conformance to requirements.

Quality is zero defects – doing it right the first time.

Quality is exceeding what customers expect from the service.

· Evolution of quality management:

Inspection

Prior to 1920s mass production created a need for the inspection of ready for use products. The quality concern during this era confined thereby ensuring standardisation and product uniformity.

Statistical quality control

Between 1920 - 1965, a shift from end product control towards control during the production process. Taking samples of reduced products.

Integral service quality

1965 – 1985, quality control focussed on improving the coordination between different departments. This approach led to controlled cooperation in organisations and increased efficiency in interactions between functional departments.

Strategic quality management

90s, quality oriented thinking became obsessed with continuous improvement of all internal process taking place in organisational structure.

Aim – fulfil the customers need at lowest possible costs. The contemporary relationship between service quality, marketing and market orientation.

· Service quality dimensions:

1. RELIABILITY involves consistency of performance and dependability.

It means that the firm performs the service right the first time. 
Specifically it involves:

· accuracy in billing

· keeping records correctly

· performing the service at the designated time

2. RESPONSIVENSS concerns the willingness or readiness of employees

· to provide service. It involves timeliness of service:

· mailing a transaction slip immediately

· calling the customer back quickly

· giving prompt service (e.g. setting up appointments quickly)

3. COMPETENCE means possession of the required skills and

knowledge to perform the service. It involves: 

· knowledge and skill of the contact personnel knowledge and skill of operational support personnel

· Research capability of the organization e.g. securities brokerage firm

4. ACCESS involves approachability and ease of contact. It means:

· the service is easily accessible by telephone (lines are not busy and

· they do not put you on hold)

· waiting time to receive service (e.g. at a bank) is not extensive

· convenient hours of operation

· convenient location of service facility

5. COURTESY involves politeness, respect, consideration, and friendliness of contact personnel (including receptionists, telephone operators, etc.) 
It includes:

· Consideration for the consumer’s property (e.g. no muddy shoes on the carpet)

· Clean and neat appearance of public contact personnel

6. COMMUNICATION means keeping customers informed in language they can understand and listen to them. It may mean that the company has to adjust its language for different consumers – increasing the level of sophistication with a well-educated customer and speaking and plainly with a novice. 
It involves:

· Explaining the service itself

· Explaining how much the service will cost

· Explaining the trade-offs between service and cost

· Assuring the consumer that a problem will be handled

7. CREDIBILITY involves trustworthiness, believability, and honesty.

It involves having the customer’s best interests at heart.

Contributing to credibility is:

· Company name

· Company reputation

· Personal characteristics of the contact personnel

· The degree of hard sell involves interactions with the customer

8. SECURITY is the freedom from danger, risk or doubt. It involves:

· Physical safety (Will I get mugged at the ATM?)

· Financial security (Does the company know where my stock certificate is ?)

· Confidentiality (Are my dealings with the company private ?)

9. UNDERSTANDING the customer involves making the effort to understand the customer’s needs.

 It involves: 

· learning the customer’s specific requirements

· Providing individualized attention

· Recognizing the regular customer

10. TANGIBLES include the physical evidence of the service:

· Physical facilities

· Appearance of personnel

· Tools or equipment used to provide the service

· Physical representations of the service, such as a plastic credit card or a bank statement

· Other customers in the service facility

· Moment of truth:
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The moment of truth takes place during the interactive marketing between the service provider and the service customer.

The Servqual Model: 

Gap 1: Consumer expectation.

Gap 2: Management Perception.

Gap 3: Service Quality.

Gap 4: Service Delivery.

Gap 5: Represents the effect that all four gaps have on total service quality.

In House Procedures

Lecture 3

The basic human necessity is to eat nutrition and well balanced meals.

The six basic nutrients:

1. Proteins 

Protein supplies amino acids to build and maintain healthy body tissue. There are 20 amino acids considered essential because the body must have all of them in the right amounts to function properly. 

The two types of proteins are: 

· Complete proteins: A complete protein food source is one that contains adequate amounts of the nine essential amino acids. 
· Incomplete proteins: Foods such as legumes, nuts, and cereals, that may be protein-rich but are low in one or more essential amino acids. 

2. Fat 

Fat supplies energy and transports nutrients. Essential fatty acids are required by the body to function normally. Provide the body with energy.

· Unsaturated fat: Liquid state at room temperature.

· Saturated fat: Solid in room temperature. 

3. Carbohydrates 

Carbohydrates are the body's main source of energy and should be the major part of total daily intake. There are two types of carbohydrates: simple carbohydrates (such as sugar or honey) or complex carbohydrates (such as grains, beans, peas, or potatoes). Complex carbohydrates are preferred because these foods are more nutritious yet have fewer calories per gram compared to fat and cause fewer problems with overeating than fat or sugar. Complex carbohydrates are also preferred over simple carbohydrates by diabetics because they allow better blood glucose control.

4. Minerals

Minerals are essential for building muscle, bones, and teeth. Assists to ensure each cell has the correct amount of water. They are found in food and in a water soluble form. 

5. Vitamins 
Vitamins are organic substances present in food and required by the body in a minute amount for regulation of metabolism and maintenance of normal growth and functioning. 
Three main functions of vitamins:

1. Sources of heat and energy.

2. Absorb certain vitamins.

3. Flavor and aroma to food.

Two kinds of vitamins:

1. Visible

2. Hidden
6. Water 

Water helps to regulate body temperature, transports nutrients to cells, and rids the body of waste materials. Water serves as a solvent so other nutrients can be used by the body. Water transports waste from the body through the lungs, kidneys and skin. Water regulates body temperature; it allows perspiration to occur and serves as a heat carrier as air is lost through breathing. Water is also essential as a body lubricant. Saliva helps us to swallow foods and other liquids made up largely of water help move food through the gastrointestinal tract. An adult should drink 6 – 8 glasses of water daily. 
The food guide pyramid:

Things to take in consideration when planning a menu:

· Reduce fat and cholesterol

· Reduce sodium

· Reduce calories

· Reduce sugar

Purchasing

· Good vs bad source of nutrients.

· Fortified milk

· Meat

· Suppliers

· Storing

Storing procedures that will minimize nutrient loss:

· Delivery time

· Handling fresh products

· Incoming date

· Wrap the fresh items

· Minimize the storage time

Conserving nutrients:

· Cleaning and trimming

· Oxidation

· Light

· Heat

· Water

Contemporary Dietary Concerns:

Calorie – A measure of the energy conta8ined in food. Technically it is the amount of heat needed to raise the temperature of 1 kilogram of water 1°c. 

Fats – Basic nutrients that serve as concentrated sources of heat and energy for the body.

Cholesterol – A fatty substance found in the human body and in foods derived from animal products. It has been linked to heart disease. 

Carbohydrates – Basic nutrients that are the main source of fuel for body processes such as digestion and respiration. They also help maintain proper body temperature and eliminate the need for the body to use protein as an energy source.

Sodium – A mineral used to season and preserve food.

Fiber – The indigestible cell walls of a plant. Fiber aids digestion by physically separating food particles in the digestive tract. It may prevent constipation, appears to help regulate cholesterol and may even decrease the risk of colon cancer and heart disease. Healthy adults should eat 20 – 30 grams of fiber each day. The best way to make sure you’re getting enough fiber in your diet is to eat a variety of high fiber foods: whole grains breads, bran cereals, brown rice, legumes, oatmeal and fresh fruits and vegetables.  

Food Allergies – A reaction to a person immune system to a food item (in much the same way that people respond to insect stings). Most signs of food allergies involve the skin (such as hives or itching) or the gastrointestinal tract (such as vomiting or abdominal pain). It is likely that the vast majority of all food reaction are caused by relatively few foods: milk, eggs, wheat and legumes a plant with seed pods, such as peas and beans. Seeds of a legume are most often soaked and used in soups, stews and baked dishes.    

In House Procedures

Lecture 4

Cleaning and maintenance

A highly critical stage in Sanitation Risk management (SRM).

Sanitization begins with an effective cleaning program. Organic deposits from food residues, such as oils, greases and proteins not only harbor bacteria but may actually prevent the sanitizer from coming into physical contact with the surface that needs to be sanitized. In addition, the presence of organic deposits may actually inactivate or reduce the effectiveness of some types of sanitizers such as hypochlorites, rendering the procedure ineffective. 

In large food processing establishment, a general protocol for maintaining good hygiene works according to the following protocol. Large soils and residues are initially removed by scraping or other mechanical means and usually followed by a high pressure water pre-rinse. The detergent, appropriate for the soil being removed is then applied for a specified period, usually 15 minutes, followed by a potable water rinse to flush away residual soil and detergent. 

Once this process has taken place and the surface is visually clean, the sanitizer can then be applied for the specified time recommended by the manufacturer. With sanitizer applications, a further rinse with potable water is not required nor is it recommended, since there is a high probability that in doing so, might result in recontamination of the surface with micro organisms present in the rinse water. 

In the removal of soil, a detergent functions in various ways involving both physical and chemical actions. These functions do not occur separately or in any particular sequence, but in a complex and interrelated manner. For cleaning a particular type of soil, certain functions are emphasized more than others to arrive at a balanced product. Surfaces which contain oily food residues might require a product which exhibits a high level of emulsification for fatty material, whereas those contaminated with protein residues usually respond best to highly alkaline and chlorinated cleaners. Regardless of the product used, effective cleaning is dependent on temperature, water hardness, pH of the water used, contact time and method of detergent application. Each establishment will have its own Standard Operating Procedures (SOP), which has been worked out often by trial an error until a proper combination of the variables have found to be both efficient and cost effective. 

The discussion in the remaining portion of this article will deal with choosing the proper 
sanitizer will assume that the surfaces being sanitized have been properly cleaned and rinsed. 

The terminology often associated with germicidal activity can be confusing or misleading and in many cases there is an overlap in function. 

An iodophor, when used at 25 ppm (parts per million of available iodine), is considered to act as a sanitizer. However that same product when applied at 75 ppm falls into the disinfectant category. Quats (quaternary ammonium compounds) and hypochlorites are still other examples in which the use concentration of the product defines its classification. 

In order to clarify some key terms which are often used interchangeably, I have attempted to define the meaning of the products under discussion in their legal sense. 

SANITIZER 

In general, to sanitize means to reduce the number of microorganisms to a safe level. One official and legal version states that a sanitizer must be capable of killing 99.999% known as a 5 log reduction, of a specific bacterial test population, and to do so within 30 seconds. A sanitizer may or may not necessarily destroy pathogenic or disease causing bacteria as is a criteria for a disinfectant. 

An alternate definition is that a hard surface sanitizer is a chemical agent which is capable of killing 99.9% ( 3 log reduction), of the infectious organisms which may be present in a bacterial population, within 30 seconds. 

DISINFECTANT 

A disinfectant is a chemical agent which is capable of destroying disease causing bacteria or pathogens, but not spores and not all viruses. From a technical and legal sense, a disinfectant must be capable of reducing the level of pathogenic bacteria by 99.999% during a time frame greater than 5 but less than 10 minutes. 

The main difference between a sanitizer and a disinfectant is that at a specified use dilution, the disinfectant must have a higher kill capability for pathogenic bacteria compared to that of a sanitizer. 

STERILANT 

Sterilants are specialized chemicals, such as glutaraldehyde or formaldehyde, which are capable of eliminating all forms of microbial life, including spores. The term sterilant conveys an absolute meaning; a substance can not be partially sterile. 

SPORES AND SPORICIDES 

Some species of pathogenic bacteria are capable of adapting to hostile conditions by forming a thick outer and chemically impervious shell. They transform from their normal or vegetative state to form spores and are difficult to eliminate since they can resist the effects that sanitizer or disinfectant exposures have on bacteria. Elimination of spores is carried out by specialized chemical agents or physical means, and require several hours for total microbial destruction. 

HIGH LEVEL DISINFECTION 

High level disinfection refers to sterilization activities in which all microbial life, including spores and viruses are destroyed. High level sterilization can be accomplished by chemical agents such as glutaraldehyde or ethylene oxide gas over a 10 hour period or by physical means such as auto claving in which surfaces are exposed to steam at elevated temperatures (121C) for 15 minutes. High level disinfection is reserved for special applications such as disinfection of surgical equipment and medical devices.
MEDIUM LEVEL DISINFECTION 

Medium level disinfection usually refers to elimination of tuberculocidal causing microorganisms as well as the destruction of the more resistant types of viruses, such as the ones without a protein membranes in their structure. Medium level disinfection is not effective against spores.
LOW LEVEL DISINFECTION 

Low level disinfection refers to the destruction of bacteria in their natural state, and is not effective against tuberculosis causing microorganisms, spores or viruses which do not have outer protein membranes in their structure.
When choosing a method requiring sanitization, it is necessary to consider which one would have the least harmful environment impact, the most cost-effective, the easiest to apply and the most suitable under prevailing water conditions . If you don't need to get rid of spores then don't sterilize. 

Synthetic detergents 

Have similar properties as soap. Although the cleansing action is similar, the detergents do not react as readily with hard water ions of calcium and magnesium. They are more alkaline than soaps and one of the characteristic abilities to disperse soils and hold them in suspension.

Soil

Any substance that is in the wrong place doesn’t refer to soil that we use in plants.

Dishwashing detergents-

Must be measured in order to yield maximum result. High alkaline dishwashing is used in industry, is requires the person using to wear gloves.

Dishwashing detergent contains:

· Phosphates (,30 %) 

· Dissolves calcium and magnesium ions to prevent 'hard-water' type limescale deposits. 

· Oxygen-based bleaching agents (older-style powders and liquids contain chlorine-based bleaching agents)(1-5 %) 

· Breaks up and bleaches organic deposits. 

· Non-ionic surfactants (5%) 

· Lowers the surface tension of the water, emulsifies oil, lipid and fat food deposits, prevents droplet spotting on drying. 

· Enzymes 

· Breaks up and dissolves protein-based food deposits, and possibly oil, lipid and fat deposits. They do this by emulsifying them. 

· Anti-corrosion agents 

· Often sodium silicate, prevents corrosion of dishwasher components. 

Dishwashing detergent may also contain:

· Anti-foaming agents 

· Used as foam decreases the effectiveness of the washing action. 

· Additives to slow down the removal of glaze & patterns from glazed ceramics 

· Perfumes 

· Anti-caking agents (in granular detergent) 

· Starches (in tablet based detergents) 

· Gelling agents (in liquid/gel based detergents) 

· Sand (inexpensive powdered detergents) 

Dishwasher detergents are strongly alkaline (basic).

Intuition suggests that a powder will provide a better scrubbing action due to a soft media sandblasting effect though liquid detergents have marketed themselves as premium products. Inexpensive powders sometimes actually contain sand, which can be verified by dissolving the powder in boiling water and then passing the solution through a coffee filter; these detergents should be avoided to prevent wear of the dishes and the dishwasher. Powdered detergents are more likely to cause fading on china patterns [2].

Biodegradable detergent
Besides chemical detergents for dishwashers, biodegradable detergents also exist for dishwashers. These detergents may be more environmentally friendly than conventional detergents.

Hand-washing detergent
Hand-washing dish detergent (washing up liquid) should not be used in a dishwasher, as it will create a large foam of bubbles which will leak from the dishwasher. If hand-washing detergent is accidentally used, the foam may be removed by spraying with salt, and the dishwasher should be forced into a drain cycle to remove the soap and water.

Abrasive cleaners

Have a function to remove rust, grease and heavy soil. Must be used in extreme care. Their abrasive properties can cause scratching on stainless steal.

Acid cleaners

Vary in strength. Weak citric acid is used to wipe stainless steel. Hydrochloric acid removes hard water minerals. All acid cleaners must be used with utmost cost. 

Degreasers

High alkaline detergent. Removes grease from exterior surfaces, exhaust ducts. They are alkali, chlorine or hydrocarbon solvent based.

Metal cleaners

They are essential oils or oil emulations that remove grease from pots and pans. When polishing all equipments must be rinsed thoroughly otherwise there may be some side effects.

Deodorizers

Used to remove unpleasant odors. It’s possible they may leave residue if not used properly.

Sanitizers

Have a specific role of destroying harmful pathogens. 

There are five different types:

Chlorine based

Inexpensive, used for warewashing. Active against all microorganisms and spores if used 25mg per liter with temperature less than 49 degrees Celsius.

Iodine based

Has a long shelf life. Are able to destroy most bacterial cells. They can cause stain and are relatively expensive. Should be applied in a concentration of 12.5mg to 1 litre.

Quats

Have a long shelf life. Relatively harmless and non irritating. Will not destroy microorganisms. Expensive and impractical. 

Acid anionic surfactants

Have a long shelf life and are active against most microorganisms. Odorless, non staining and highly effective. Should be used between 1 to 200mg per litre.

Phenolic sanitizers

Act primarily as detergents.

Cleaning maintenance people

Directly depends on its systematic approach to this resource. Managers must concentrate on systematic training that covers cleanliness standards as well as recommended methods, products and equipments used.

Cleaning specifications

Hard floors are relatively easy to clean. Applying a floor finish results in three major benefits, the floor gets a glossy appearance, the surface of the floor is protected, and finally it facilitates daily cleaning. Wooden floors need special attention. Wet vacuums, steam cleaning, extraction or rotary. 

Walls and ceilings

Wall coverings must be non toxic and have the ability to stand normal ware and tear. Walls and floors should be cleaned frequently. Proper cleaning should be used and the right proportions.

Lighting and ventilations

Foot candles. One foot candle represents one human per square foot (0.0015 watt). At least 10 foot candles at the distance of 75cm above the when cleaning. 20 foot candle needed for the areas where handling washing or handwashing is important.

Furniture, glass and decorative items

Curtains, draperies and upholstered furniture depend on the fabric needed to be washed or dry cleaned or hand washed. Upholstery can best be cleaned using dry foam soil extracted in order to shampoo and remove spills.

HYPOCHLORITES 

Because of their effectiveness and relatively low cost, hypochlorites are widely used in a multitude of sanitization operations, and have become a standard to which other sanitizers are compared. Hypochlorites exert their germicidal activity by inactivating vital bacterial enzymes. 

Their main disadvantage is that they are corrosive to metal surfaces including stainless steel. Hypochlorites also degrade in strength with time, are affected by the presence of organic matter and the pH or alkalinity of the water from which their use-solutions are prepared. Hypochlorites function best within the narrow pH range around neutrality 

(pH 5 - 7), since hypochlorous acid formed at that pH, is the chemical component which exerts the germicidal activity. High pH waters (>9.0) inhibits the sanitization effect of hypochlorites, requiring longer exposure times to achieve the desired results. 

IODOPHORS 

Iodophors exert their bactericidal activity in a similar manner to that of hypochlorites but to a less rapid degree. They attach themselves to proteins specifically those containing sulfur in their composition (cysteine) and inactivate them. Iodine solutions usually consist of elemental iodine which is complexed to carriers such as PVP (polyvinylpyrolidone) or non ionic surfactants. The iodine carrier provides a sustained-release reservoir of iodine, and the iodine stays bound to the carrier until the free iodine concentration in solution falls below a certain equilibrium level, before additional free iodine is released into solution. 

Their main disadvantage is that they can be highly staining on virtually any surface, work only within the acidic pH range and flash off at temperatures greater that 35 C. 

West-Agro in Kansas City, Mo is a prime manufacturer of iodophors and supports EPA registration for chemical manufacturers using their concentrates and EPA registered formulas. 

QUATERNARY AMMONIUM CHLORIDES (QUATS) 

The Quats have varied germicidal activity and are generally used in low-level sanitization. Their main advantages are that they are odorless, non-staining, non-corrosive to metals and are relatively non-toxic at use-dilution concentrations. As sanitizers they exhibit a wide latitude in germicidal activity when used in hard water and are effective over a wide pH range. 

Quats leave a non-volatile residue on surfaces to which they are applied, rendering the surfaces bacteriastatic for a given time. For this reason they are rarely used in dairies where cheese is manufactured; doing so could increase the risk of inactivating desirable bacterial cultures used in cheese production. 

ACID SANITIZERS 

Acid sanitizers have a broad spectrum germicidal activity and are very cost-effective to to apply. They are also relatively unaffected by organic matter. Because of their low pH, acid sanitizers have the added advantage of being able to react with hard water deposits as well as milk stone deposits, a common soil occurring in dairies and for this reason are ideal for use under hard water conditions. Because of their combined acid cleaning, free rinsing and sanitization properties, they are ideal for use in CIP (circulation-in-place) systems. 

ALDEHYDES: (FORMALDEHYDE AND GLUTARALDEHYDE) 

Aldehydes are extremely reactive chemicals which combine with and irreversibly denature key bacterial proteins. They are generally not used for routine sanitization and their application is restricted mainly to high-level disinfection. A 2% solution of either compound exhibits sterilization properties over a given period. 

Formaldehyde can leave residual films on the surfaces with which it comes into contact and therefore its use poses a potential health hazard. Formaldehyde films can also combine with certain food-containing components and impart an undesirable medicinal flavor. Because formaldehyde has been identified as a potential carcinogen, its use is declining and limited to specific applications. 

ALCOHOLS 

Alcohols exert their germicidal activity by denaturing bacterial proteins. In the absence of water, proteins are not readily denatured by alcohol and therefore a 70% solution of isopropyl alcohol is a much more effective sanitizer than the pure (99%) product. Isopropyl alcohol is capable of killing most bacteria within 5 minutes of exposure but is ineffective against spores and has limited virucidal activity. The main disadvantages towards the use of isopropyl alcohol is that it is flammable, and can not be diluted as quats or iodophors can and therefore is relatively expensive to use. 

PHENOLICS 

Phenolics are effective at sanitization and disinfection in the presence of biological fluids and are tolerant towards a certain level of organic presence. Their main advantage is that they are highly effective in destroying the bacteria causing tuberculosis. Phenolics suffer from the disadvantage that they are relatively expensive to use, and react with certain types of plastic surfaces. They are also difficult to oxidize and therefore difficult and expensive to dispose of in an environmentally suitable manner. 

CHLORINE DIOXIDE 

Chlorine dioxide is a powerful sanitizer and disinfectant which is produced by reacting sodium chlorite in solution with an acid. The yellowish-green gas produced in this reaction is allowed to remain in a closed system until it dissolves in the solution from which it was generated. The aqueous solution of chlorine dioxide is subsequently used for sanitization. Chlorine dioxide is 3 to 4 times as potent as sodium hypochlorite as a sanitizing agent and is generally effective against all bacteria and viruses. It does not have the disadvantages that sodium hypochlorite has with respect to corrosivity of metal surfaces. Its main disadvantage is that the extremely reactive nature of sodium chlorite from which chlorine dioxide is generated poses a serious and potential fire hazard. The complex and expensive equipment to generate chlorine dioxide on site requires a significant capital outlay and therefore its use is unattractive for routine sanitization to the majority of end users. 

DETERGENT-SANITIZER INTERACTIONS 

Most cleaning products contain either non-ionic surfactants (emulsifiers and detergents), anionic surfactants or a mixture of both in their composition. In solution, non ionic surfactants are electrically neutral, but anionic surfactants carry a negative charge within their structure. When detergent is applied to a soiled vertical surface the bulk of product runs of within 15 to 20 minutes. However, a small but finite amount of detergent remains on the surface and contains some of the anionic surfactant which was present in solution originally applied to the surface. If the surface is not thoroughly rinsed prior to the application of a quat sanitizer, the sanitizer can be totally inactivated. In solution, quats are positively charged and can therefore combine readily with the negatively charged anionic residue and become totally inactivated. 

A metering system may be set to deliver the correct concentration of quat (200 ppm), but once the sanitizer comes into contact with the surface, it reacts with the anionic detergent, and the resulting anionic-quat residue or film so formed has no germicidal activity. Since an anionic-quat complex so formed also contains nutrients favoring microbial growth. Such a complex can actually support bacterial proliferation if left unchecked 

DOSING OF SANITIZER SOLUTIONS 

Accurate dosing is a prerequisite for efficient and cost-effective sanitization. The equipment and procedures which are used to deliver sanitizer solutions vary and depend on the specific application for which they were intended and the industry being serviced. 

PBL
Task 1
The revenue or the support centre?

Ad 1 Building up a relationship with your guest’s means working together with other business-partners inside and outside the hospitality industry.
· Hotel Organisation.

The people authorised by a hotel’s owner to represent his or her interests are called hotel management. In small properties, hotel management may be represented by one person. Management guides the operation of the hotel and regularly reports the general state of the hotel’s financial health to its owner. The major duties of a hotel management team include planning, organising, co-ordinating, staffing, directing, controlling, and evaluating hotel activities and/ or personnel. Management performs its duties to reach specifics objectives and goals. These duties involve the activities of various hotel divisions and departments.

· Organisational Structure and Relationships

An organisation requires a formal structure to carry out its mission and goals. A common way to represent that structure is the organisation chart. An organisation chart is a schematic representation of the relationships between positions within an organisation. It shows where each position fits in the overall organisation, as well as where divisions of responsibility and lines of authority lie. Solid lines on the chart indicate direct-line accountability. Dotted lines indicate relationships that involve a high degree of co-operation and communication, but not a direct reporting relationship.

· Divisions and Departments

A hotel’s divisions and departments (its functional areas) can be classified in almost as many ways as the hotel itself. One method involves classifying an operating division or department as either a revenue centre or support centre.

· A revenue centre sells goods or services to guests, thereby generating revenue for the hotel. Typical revenue centres include the front office, food and beverage outlets, room service, and telephone. Even if a revenue centre is not operated by the hotel itself (as is often the case with retail stores), the money the revenue centre pays to lease the hotel space contributes to the hotel’s income.

· Support centres, also referred to as cost centres, include the housekeeping, accounting, engineering and maintenance, and human resources divisions. These divisions do not generate direct revenue, but provide important support for the hotel’s revenue centres. Designers of accounting and information systems often find it useful to segment a hotel by revenue and support centres. 

· The term’s front of the house and back of the house may also be used to classify hotel departments, divisions, and personnel. Front-of-the-house areas are areas where guests interact with employees. Such areas include the front office, restaurants, and lounges. In back-of-the-house areas, interaction between guests and employees is less common. Such areas include housekeeping, engineering and maintenance, accounting, and human resources. Housekeeping staff does occasionally interact with guests, but it is not part of their primary duties as it is for front desk and bell staff. Although back-of-the-house employees may not directly serve the guest by taking an order, assisting with registration, or delivering luggage to a guestroom, the employee indirectly serves the guest by cleaning the guestroom, repairing a leaky faucet, or correcting an error in a guest account. 

- Note: In the different hotel divisions is it important that they co-operate in a good way to fulfil the guest’s expectations. The following section gives a few examples how exactly typical hotel divisions have to co-operate in a good way with each other.
· Interdepartmental Relations

It is essential for reservations department personnel to work closely with the hotel’s sales and marketing division when large group reservations are being solicited or processed. In fact, some hotel companies now place the reservations functions in the sales department instead of the front office. In any case, sales department representatives must be kept informed of room availability to ensure they know how many rooms they can sell on any given day. On a day-to-day basis, reservations agents must maintain accurate reservation records and closely track room availability’s in order to avoid overbooking. Overbooking can create bad feelings and contribute to lost business in the future. The management of reservations is further complicated by the fact that several stated have enacted legislation prohibiting overbooking.

· Communications. The telephone switchboard area or department maintains a complex communications network similar to that of any large company. The telephone department may also be referred to as a private branch exchange or PBX. Hotel switchboard or PBX operators may have responsibilities that extend beyond answering and distributing calls to the appropriate extension. When long-distance calls are routed and priced through the switchboard, charges must be relayed to a front office cashier for posting to the proper guest account. Switchboard operators may also place wake-up calls, monitor automated systems (such as door alarms and fire alarms), and co-ordinate emergency communications.

· Experienced door attendants are capable of handling all these tasks with aplomb. A skilled and experienced door attendant learns the names of frequent guests. When these guests return to the hotel, the door attendant is able to greet them by name and can introduce them to other front office staff. Such personal service enhances the reputation of the hotel and provides the guest with a unique experience.

· Housekeeping is perhaps the most important support department for the front office. Like the front office, housekeeping usually is part of the rooms division of the hotel. In some hotels, however, the housekeeping function is considered an independent hotel division. Effective communication among housekeeping and front office personnel can contribute to guest satisfaction while helping the front office to effectively monitor guestroom status. Housekeeping employees inspect rooms before they are available for sale, clean occupied and vacated rooms, and communicate the status of guestrooms to the front office. At most properties, a front desk agent cannot assign a guestroom until the room has been cleaned, inspected, and released by the housekeeping department. To ensure the speedy, efficient rooming of guests in vacant and inspected rooms, the housekeeping and front office departments must promptly inform each other of any change in a room’s status or availability. Teamwork between housekeeping and the front office is essential to effective hotel operations. The more familiar housekeeping and front office personnel are with each other’s departmental procedures, the smoother the relationship.

· The primary goal of the sales and marketing division is to promote the sale of hotel products and services. To this end, sales and marketing staff needs to co-ordinate their efforts with the front office and other hotel divisions to effectively assess and communicate guest needs.

· The accounting division’s success depends on close co-ordination with the front office. The front office cashiering and guest accounting functions include monitoring cash, checks, credit cards, and other methods of guest account settlement. The most common financial transactions handled by front office staff members are receiving cash payments, verifying personal checks, imprinting credit cards, making change, and monitoring guest account statements. In small hotels, the front office is also responsible for monitoring the credit status of registered guests.

- The front office must efficiently exchange information with a representative of the engineering and maintenance division to ensure guest satisfaction. A guest complaint about a leaky faucet, malfunctioning lamp, or sticking lock should be written up and quickly relayed to engineering and maintenance staff for corrective action. Conversely, front desk staff must be informed quickly about maintenance problems that render a room unsuitable for sale. They also must be informed when the room becomes ready for sale again.

· A hotel’s security program is strongest when employees outside the security division participate in security efforts. For example, front desk agents’ play a critical part n key control by issuing room keys to registered guests only. Room attendants’ practice security when they verify a guest’s room key before allowing that guest to enter a room they are cleaning. All employees should be wary of suspicious activities anywhere on the premises, and report such activities to a member of the security staff. A key role of the security division is to maintain a strong awareness in the hotel’s staff of safety issues through training and enforcement of standards.

Note: At this point, students should be able to conclude, how important it is to co-operate in a co-ordinated way with the front-stage colleagues to fulfil the guest’s expectations. Job specifications for front office personnel often literally state: works well with guests and hotel staff; a team player.

Ad 2 How important are the internal customers?

Most companies have, in addition to external customers, a variety of internal customers, employees or departments that directly interact with customers and sell, advise, maintain, or troubleshoot for other departments or functions in the company. For example, company salespeople who interact directly with the external customer can be considered internal customers of many other departments and functions in the company (such as the market research function, the administrative staff, and the product development department). Salespeople depend on these other functions to perform effectively for them, the internal customer, so that they in turn can perform for the external customer. Unless the company acknowledges the importance of internal customers, these internal intermediaries may have different goals, incentives, and motives than the department developing the service.

When we refer to customer perceptions we assume that the dimensions of service and the ways in which customers evaluate encounters are similar whether the customer is internal or external to the organisation. By external customers we mean those individuals and businesspeople who buy goods and services from the organisation, the people we usually think of when we use the word “customer”. To illustrate, in a telecommunications setting external customers include residential telephone users, business customers, and government at all levels. In this same setting, internal customers are employees within the firm who in their jobs depend on others in the organisation for internally provided goods and services. For example, a telephone repairperson depends on services provided by dispatchers and vehicle maintenance crews to do her job effectively. For the dispatchers and the vehicle maintenance crew, the repairperson is their internal customer. If they fail to provide quality service to the repairperson, it is more difficult for the repairperson to do the same for external customers. 

Task 1

Study Task

How can staff communicate effectively to solve guest communication problems?

Front office communications

Communications involve memorandums, face to face conversations, messages sent over computer terminals, using log books, information directories, mail and telephone procedures.

Guest Room Phone Service

Hospitality guest features include various wake-up call services and scheduling,

do-not-disturb capability, message waiting notification and the ability to select preferred

language for system prompts.

Voice messaging provides a personalized mailbox for each guest room.

IP phones with customized menus expand the services that are accessible directly

from the guest room.

Guest directories provide easy access to services and other guest’s rooms without going

through the operator.

Guest Communications

Contact Center capabilities provide call routing and handling for central reservations,

directory assistance, information services and various departments.

Advanced contact center applications provide customized screen-pops for personalized

service to enhance the guest experience.

Call reports ensure that adequate staff is available to efficiently respond to guest

inquiries and requests.

Wireless LAN connectivity from anywhere on the property provides guests with

high-speed Internet services and easy access to information.

Guest Information System

Digital signage on LCD displays present dynamic, multi-media messaging to keep guests informed about services, event schedules and available activities.

Self-service touch-screen applications throughout the property provide guests with:

- Maps and directions

- Available services and appointment booking

- Event schedules and locations

The addition of a telephone to the self-service touch-screen applications enables an immediate connection to services from the property directory.

Digital signage advertisements communicate information on upcoming events, as well as, store sales and restaurant specials.

Through wireless LAN connectivity, digital signage can be installed anywhere on the property where there’s electrical power.

Voice messaging can be utilized to communicate information to one guest or many.
Interdepartmental Communications

Many services in a hotel require coordination between the front office and other departments or divisions. The front office generally exchanges most of its information with personnel in the housekeeping, engineering and maintenance departments.

Managing Lost and Found

Mislaid property:  The owner has unintentionally left the item(s) behind.

Lost property:  The owner has unintentionally left the item(s) behind, and then forgotten them.

Abandoned property:  The owner has intentionally left the item(s) behind.
Forms for recording information about lost and found items should include:

· The date the item was found

· A description of the item

· Location where the item was found

· Name of the finder

· Supervisor who received the item 

When the item is returned/disposed of, the record should include:

· The date the item was returned to the owner

· Owner’s name/address/telephone number

· The name of the Housekeeping manager

· Method of return

· Date the property was declared abandoned

· Name of hotel employee (or charity) receiving the abandoned property
External Customers:

An external customer is individuals that buy goods and services from the organization.

Internal Customers:

An internal customer is anyone you count on or rely upon to complete a task or a function or to provide you with information so that you can get your job done…and anyone who counts on you to complete a task or function or to provide them with information so that they can get their job done. 
Revenue Center:

Unit within an organization that is responsible for generating revenues. A revenue center is a profit center since for all practical purposes there is no revenue center that does not incur some costs during the course of generating revenues. A revenue center is responsible for selling an agreed amount of products or services. Usually its manager is responsible to maximize given the selling price (or quantity) and given the budget for personnel and expenses. Generally, revenue centers work best if manager know customer demands well and are able to determine the optimum price/quantity combination and product mix. Care must be taken not to allow revenue centers to sacrifice profit for revenue too much.
Revenue centers include:

Dining room, restaurants, bars, lounges, night clubs, room service, laundry, vending machines, gift shops, banquet and telephone service.

Support Center:
The Support Center is dedicated to improving our society by helping nonprofit organizations and leaders. Our consulting, transition management and training services are designed to increase the effectiveness of the nonprofit sector. Support centers are referred to as cost centers which include house keeping, accounting, engineering and maintenance and human resources.

Both the revenue and support center are responsible for communication because they interact with each other. Example the house keeping and front office must keep each other informed of changes in room status to make sure that guests are roomed efficiently. 

Task 2

Problem Task

1. Define HACCP regarding food transportation and food preparation.

HACCP is a food safety system that helps identify foods and procedures that are most likely to cause foodborne illness. HACCP is a production control system for the food industry. It is a process that identifies where potential contamination can occur (the critical control points or CCPs) and strictly manages and monitors these points as a way of ensuring the process is in control and that the safest product possible is being produced. HACCP is designed to prevent rather than catch potential hazards. HACCP is designed to address food safety priorities. By focusing HACCP on food safety, the numbers of critical control points that are closely monitored and controlled are limited to those areas of greatest concern. Hazard Analysis and Critical Control Points (HACCP) is a process control system designed to identify and prevent microbial and other hazards in food production. It includes steps designed to prevent problems before they occur and to correct deviations as soon as they are detected. Such preventive control systems with documentation and verification are widely recognized by scientific authorities and international organizations as the most effective approach available for producing safe food.

The seven HACCP principles:

Principle 1: Conduct a hazard analysis. 

· Plants determine the food safety hazards identify the preventive measures the plant can apply to control these hazards. 

Principle 2: Identify critical control points. 

· A critical control point (CCP) is a point, step, or procedure in a food process at which control can be applied and, as a result, a food safety hazard can be prevented, eliminated, or reduced to an acceptable level. A food safety hazard is any biological, chemical, or physical property that may cause a food to be unsafe for human consumption. 

Principle 3: Establish critical limits for each critical control point. 

· A critical limit is the maximum or minimum value to which a physical, biological, or chemical hazard must be controlled at a critical control point to prevent, eliminate, or reduce to an acceptable level. 

Principle 4: Establish critical control point monitoring requirements.
· Monitoring activities are necessary to ensure that the process is under control at each critical control point. FSIS is requiring that each monitoring procedure and its frequency be listed in the HACCP plan. 

Principle 5: Establish corrective actions. 

·  These are actions to be taken when monitoring indicates a deviation from an established critical limit. The final rule requires a plant's HACCP plan to identify the corrective actions to be taken if a critical limit is not met. Corrective actions are intended to ensure that no product injurious to health or otherwise adulterated as a result of the deviation enters commerce. 

Principle 6: Establish record keeping procedures. 

· The HACCP regulation requires that all plants maintain certain documents, including its hazard analysis and written HACCP plan, and records documenting the monitoring of critical control points, critical limits, verification activities, and the handling of processing deviations. 

Principle 7: Establish procedures for verifying the HACCP system is working as intended. 

· Validation ensures that the plans do what they were designed to do; that is, they are successful in ensuring the production of safe product. Plants will be required to validate their own HACCP plans. FSIS will not approve HACCP plans in advance, but will review them for conformance with the final rule. 

· Verification ensures the HACCP plan is adequate, that is, working as intended. Verification procedures may include such activities as review of HACCP plans, CCP records, critical limits and microbial sampling and analysis. FSIS is requiring that the HACCP plan include verification tasks to be performed by plant personnel. Verification tasks would also be performed by FSIS inspectors. Both FSIS and industry will undertake microbial testing as one of several verification activities. The occurrence of the identified food safety hazard. 

2. Understand how personnel care is related to hygiene.

Employee Health and Personal Hygiene

Policy:  All foodservice employees will maintain good personal hygiene practices to ensure food safety.

Procedure:  All employees in the foodservice department must:

Grooming:

1. Arrive at work clean – clean hair, teeth brushed, bathed and used deodorant daily.

2. Maintain short, clean, and polish-free fingernails. No artificial nails are permitted in the food production area. 

3. Wash hands (including under fingernails) and up to forearms vigorously and thoroughly with soap and warm water for a minimum of 20 seconds:

· When entering the facility before work begins.

· Immediately before preparing food or handling equipment.

· As often as necessary during food preparation when contamination occurs.

· In the restroom after toilet use and when you return to your work station.

· When switching between working with raw foods and working with ready-to-eat or cooked foods.

· After touching face, nose, hair, or any other body part, and after sneezing or coughing.

· After cleaning duties.

· Between each task performed and before wearing disposable gloves.

· After smoking, eating, or drinking.

· Any other time an unsanitary task has been performed – i.e. taking out garbage, handling cleaning chemicals, wiping tables, picking up a dropped food item, etc.

4. Wash hands only in hand sinks designed for that purpose.

5. Dry hands with single use towels. Turn off faucets in a sanitary fashion using a paper towel, in order to prevent recontamination of clean hands.

Proper Attire:

1. Wear appropriate clothing – clean uniform with sleeves and clean non-skid, closed-toed work shoes (or leather tennis shoes) that are comfortable for standing and working on floors that can be slippery.

2. Wear facility-issued apron on site.

· Do not wear apron to and from work.

· Remove apron before using the restroom.

· Change apron if it becomes soiled or stained.

Employee Health and Personal Hygiene, continued

3. Wear disposable gloves with any cuts, sores, rashes, or lesions. Wear gloves when handling ready-to-eat foods that will not be heat-treated again. Gloves should be worn when serving food. 

4. Change disposable gloves as often as handwashing is required.  Wash hands before donning and after discarding gloves.

Hair Restraints and Jewelry:

1. Wear a hair net or bonnet in any food production area so that all hair is completely covered.

2. Keep beards and mustaches neat and trimmed. Beard restraints are required in any food production area. 

3. Refrain from wearing jewelry in the food production area.  

· Only a plain wedding band and a watch are permitted.

· No necklaces, bracelets, or dangling jewelry are permitted.  

· No earrings or piercings that can be removed are permitted.  

Illness: 

1. Report any flu-like symptoms, diarrhea, and/or vomiting to the unit supervisor. Employees with these symptoms will be sent home with the exception of symptoms from a noninfectious condition; employees could be re-assigned to activities so that there is no risk of transmitting a disease through food. Instances of Norovirus, Hepatitis A, Salmonella Typhi, Shigella, or Shiga Toxin-producing Escherichia Coli must be reported to the unit supervisor. Exclude the foodservice employee if diagnosed with an infection from Norovirus, Hepatitis A, Salmonellla Typhi, Shigella, or Shiga Toxin-producing Escherichia Coli.

Cuts, Abrasions, and Burns:

1. Bandage any cut, abrasion, or burn that has broken the skin.

2. Cover bandages on hands with gloves or finger cots, and change as appropriate.

3. Inform foodservice manager of all wounds.  

Smoking, eating, and gum chewing:

1. Smoke only in designated areas. No smoking or chewing of tobacco shall occur inside production facilities.

2. Eat and drink in designated areas only.  A closed beverage container may be used in the production area.

3. Refrain from chewing gum or eating candy during work in a food production area.  

Employee Health and Personal Hygiene, continued

The foodservice manager will:

1. Ensure all employees are following proper hygiene requirements when they report to work.

2. Follow up as necessary.

3. Hygiene related to transport and food preparation.

Transport:

· Conveyances and/or containers used for transporting foodstuffs are to be kept clean and maintained in good repair and condition to protect foodstuffs from contamination and are, where necessary, to be designed and constructed to permit adequate cleaning and/or disinfection.

· Receptacles in vehicles and/or containers are not to be used for transporting anything other than foodstuffs where this may result in contamination.

· Where conveyances and/or containers are used for transporting anything in addition to foodstuffs or for transporting different foodstuffs at the same time, there is, where necessary, to be effective separation of products.

· Where conveyances and/or containers have been used for transporting anything other than foodstuffs or for transporting different foodstuffs, there is to be effective cleaning between loads to avoid the risk of contamination.

· Foodstuffs in conveyances and/or containers are to be so placed and protected as to minimize the risk of contamination.

· At all stages of production, processing and distribution, food is to be protected against any contamination likely to render the food unfit for human consumption, injurious to health or contaminated in such a way that it would be unreasonable to expect it to be consumed in that state.

· Raw materials, ingredients, intermediate products and finished products likely to support the reproduction of pathogenic micro-organisms of the formation of toxins are not to be kept at temperatures that might result in a risk to health. The cold chain is not to be interrupted. However, limited periods outside temperature control are permitted, to accommodate the practicalities of handling during…transport of food provided that it does not result in a risk to health.

Food Preparation:

One approach to checking the safety of particular foods would be to test them to see if they contain specific pathogens or to ensure that all parts reach a temperature of at least 70oC. Precooked foods should be stored outside the temperature danger zone of 10 –60oC and those served hot should be reheated to 70oC before consumption. If frozen meat and poultry are not completely defrosted before cooking, some parts may not get hot enough to kill the pathogens present. When dishes containing a mixture of cooked and raw ingredients are being prepared, it is important to cool the cooked component before mixing with the other ingredients. Failure to do this could lead to a temporary rise in temperature during which microbial growth can occur. The other major objective of hygienic food handling is to avoid contamination, particularly of cooked or ready-to-eat foods. Physical measures such as the exclusion of vermin from the premises contribute to this, as do a number of operational procedures such as keeping food covered as much as possible. The liquid that accumulates during the defrosting of frozen meat is likely to contain pathogenic microorganisms. It must not be allowed to drip on other foods stored below it and great care must be taken in disposing of it. Any equipment or surfaces contaminated during defrosting must be thoroughly cleaned and disinfected. Cooked food should be kept well separated from raw food to reduce the risk of cross-contamination.

Touching cooked foods with bare hands should be avoided wherever possible as even clean hands can carry pathogenic microorganisms. Heat is the most effective antimicrobial agent and thorough washing with hot water (more than 80oC), perhaps with a small amount of detergent, will clean a surface and kill those microorganisms that are not easily removed. Frequent cleaning is also important since dried and encrusted residues are much harder to remove. Cloths used for cleaning can rapidly accumulate

a large population of microorganisms, particularly when left moist, and their use can actually increase contamination rather than reduce it. They should therefore be changed every day and boiled before re-use. We have already seen how raw foods can act as a source of pathogens. It is important, therefore, that the layout of the premises and equipment should allow foods to be stored and handled without contact between raw and cooked products, either directly or via equipment. The food should also be protected from other sources of contamination such as soil, insects, rodents and other animals (wild or domesticated). For this reason, food should not be placed on or near the ground in open containers. As far as possible, the premises should be protected to prevent pests entering. This is sometimes very difficult in the household so storing foods in tightly sealed containers is an effective second line of defence. Facilities should also be available for storing dangerous or toxic substances such as disinfectants and insecticides, outside the kitchen area in a clearly marked location. This will minimize the risk of accidents occurring as a result of confusion between poisonous substances and food materials. Rubbish and waste should also be stored away from the food preparation area. The importance of not leaving food for extended periods at temperatures in the danger zone at which microbial growth can occur has been referred to earlier. The equipment used to cool food is of obvious importance here. For example, shallow trays allow faster cooling of foods and are preferable to deeper containers. Cold storage equipment should be well maintained and checked regularly to ensure it operates at the, correct temperature. If cold storage equipment is overloaded this will slow down the cooling process and the food will spend longer in the temperature danger zone. Similarly, cooking equipment should be adequate for its intended use, well maintained and checked regularly to confirm that it is functioning correctly. To allow good personal hygiene, the premises must have adequate and hygienic toilet facilities separated from the food production area, as well as adequate hand-washing facilities.

4. Define Cross Contamination:

Cross Contamination is the process in which a food product becomes contaminated by its contact with a bacteria carrying non food source (knives, cutting boards, thermometers and other equipment) or with raw food. 

Cross Contamination is the physical movement or transfer of harmful bacteria from one person, object or place to another. Cross contamination is a key factor in food borne illness (food poisoning), and it has four common sources:  food, people, equipment and work surfaces.

Preventing Cross Contamination:

· Firstly, all staff handling food should understand the likelihood and ease with which cross contamination can occur. 

· The flow of events and the methods used in the food preparation should be designed to minimize the likelihood of cross contamination. 

· Physical separation of raw foods especially raw animal products from all cooked, pre-cooked and pre-prepared foods is essential during storage, preparation and display. 

· The handling of cooked and ready to eat foods should be kept to a minimum. 

· Care must be taken to prevent recontamination of cooked and ready to eat food contact surfaces - 

· by thoroughly washing hands after handling raw foods, especially raw meats, 

· by using separate cutting boards and food contact surfaces for raw and cooked / pre-cooked and pre-prepared foods, 

· by not placing bulk food containers on bench surfaces, 

· by using correct sanitation procedures for all utensils and equipment, 

· by ensuring that cleaning cloths are single service or are adequately sanitized. 

Food can be contaminated by food poisoning bacteria in several ways. One is by transferring the bacteria from raw foods to prepared and cooked foods - known as cross-contamination.

How does cross-contamination occur?

Bacteria are brought into the kitchen on raw foods such as meat, vegetables and fruit. People working with the foods can also bring bacteria into the kitchen on their hands and clothing. The bacteria can be transferred on work-surfaces, cutting boards, knives and other equipment and by food handlers themselves. 

How can cross-contamination be prevented?

There are several precautions you can take to prevent cross-contamination:

· Separate cutting boards, knives and other equipment for preparing raw and cooked foods are strongly recommended. If not, always clean equipment properly using detergents and sanitizers after preparing foods, particularly the raw foods. 

· Thorough cleanliness of food preparation surfaces is vital. Food debris and spillages should be removed immediately and the surfaces cleaned using a suitable sanitizer. 

· If possible, store raw and cooked foods in separate refrigerators. If using the same refrigerator, always store raw foods below other foods. All foods should be covered. 

· Do not defrost raw meat or poultry in a sink used for washing equipment unless proper disinfection is carried out afterwards. 

· Wash your hands regularly and thoroughly, especially after handling raw foods. Wash hands thoroughly using soap and dry them using paper towels. Other means for drying hands such as hot air dryers can also be used. If you have to use cloth towels make sure they are clean and changed often. 

· Keep clothing clean. Aprons and coats that become dirty should be changed immediately.

5. Identify the basis of structure growth and living circumstances of micro organizations in general and bacteria’s in particular.

A microorganism is a small living organism. Most organisms consist of a single cell. Microorganisms are found in and on humans, plants, water, air and soil. Most microorganisms need organic matter to survive and often obtain this food from our food supply. Microbes are used to produce fermentation in food products such as beer and pickles. They also play a role in the decay of organic matter, in which complex organic compounds present in dead plants and animals are broken down to simple inorganic compounds necessary for new plant growth.

Bacteria consist of only a single cell, but don't let their small size and seeming simplicity fool you. Bacteria have been can live in temperatures above the boiling point and in cold that would freeze your blood. They "eat" everything from sugar and starch to sunlight, sulfur and iron. Bacteria are microscopic organisms that are found everywhere--in air, soil, water, plants, animals and the human body. Most bacteria are harmless and some are helpful, like those that change milk into cheese or yoghurt. But others cause food spoilage and some known as pathogens are harmful and can cause illness and sometimes death. 

Bacterial Contamination: 

Clean food can be contaminated by bacteria from four main sources- 

· The people present in the workplace and their clothing. 

· Other food that is already contaminated. 

· Dirty kitchen or work premises and equipment. 

· Insects and vermin. 

Sometimes, harmful bacteria pass directly from the source to high risk food, but usually they rely on other things to transfer them to food.

Salmonellae
Over 1200 types of Salmonella exist. All are potentially dangerous to people. Salmonella live in the intestinal tracts of humans and animals and are continually passed from person to animal, animal to person, and person to person in a continuous cycle. The prime sources of Salmonella contaminants of our food supply come from the intestines of animals. Vermin such as rodents, roaches and flies also carry Salmonella.
Salmonellosis has occurred from the consumption of contaminated foods such as cheese, milk, eggs, meat, poultry, pastries, cakes and candies.

Salmonellosis is caused when we eat foods which contain the organism. This is a food infection. These organisms continue to grow and multiply in the small intestines. The result is sickness eight to 24 hours after we eat the contaminated food.

Salmonellosis is the most widespread of all foodborne illness. More than 20,000 cases are reported to the Center for Disease Control annually. This is probably only a small percent of the cases that occur each year.

Symptoms of Salmonellosis
Salmonellosis is characterized by an abrupt onset of diarrhea, nausea, abdominal pain, prostration, chills, fever and vomiting. These symptoms vary in intensity from slight to severe. The symptoms rarely cause death except to infants or the elderly who may rapidly dehydrate.

Prevention
Salmonellosis can easily be prevented. Cooking kills this organism. Sickness most often occurs due to contamination of the food after cooking. Salmonella can easily be controlled by good sanitation practices to prevent cross contamination. Cooked food should never be prepared on cutting boards or equipment that has been used to prepare raw products.

Since food infection type bacteria are killed by cooking, foods such as meat, poultry and eggs should be adequately cooked to prevent possible ingestion of the organism.

Prompt refrigeration of cooked foods or leftovers is the first line of defense against this food infection organism. Never store food in containers which will no allow rapid cooling of the food product. Use shallow pans not more than three inches deep. If large quantities must be chilled, use commercial heat exchangers to chill product or agitate the foodstuff in an ice water bath until the product is chilled below the danger zone of rapid bacterial growth (40 degrees F).

6. List the most important food pathogens and mention causes of food spoiling, food infection, food poisoning.  

A pathogen is a harmful microorganism that causes disease or illness to its host. Pathogens are the source of foodborne diseases. A foodborne disease is any illness resulting from the consumption of food. Although foodborne illness is commonly called food poisoning, this is often a misnomer. True food poisoning occurs when a person ingests a contaminating chemical or a natural toxin, while most cases of foodborne illness are actually food infection caused by a variety of foodborne pathogenic bacteria, viruses, prions or parasites. Such contamination usually arises from improper handling, preparation, or food storage. Good hygiene practices before, during, and after food preparation can reduce the chances of contracting an illness. The action of monitoring food to ensure that it will not cause foodborne illness is known as food safety. Foodborne disease can also be caused by a large variety of toxins that affect the environment. For foodborne illness caused by chemicals, see Food contaminants. Foodborne illness can also be caused by the presence of pesticides or medicines in food, or by unintentionally consuming naturally toxic substances like poisonous mushrooms or reef fish. 

Task 3

Discussion Task

Summary:                                                                                                                                                                                           

The Battery Hen: 
Her Life Is Not For The Birds 
by Karen Davis United Poultry Concerns, Inc.
The modern hen laying eggs for human consumption is far removed from the Burmese jungle fowl from whom she derives and the active farmyard fowl of recent memory. Rather, she is an anxious, frustrated, fear-ridden bird forced to spend 10 to 12 months squeezed inside a small wire cage with three to eight or nine other tormented hens amid tiers of identical cages in gloomy sheds holding 50,000 to 125,000 debeaked, terrified, bewildered birds. Caged for life without exercise while constantly drained of calcium to form egg shells, battery hens develop the severe osteoporosis of intensive confinement know as caged layer fatigue. Calcium depleted, millions of hens become paralyzed and die of hunger and thirst inches from their food and water. 

Researchers have described the futile efforts of caged hens to build nests and their frantic efforts to escape the cage by jumping at the bars right up to the laying of the egg. 

The modern egg factory uses a battery cage system in buildings often containing thousands of birds in poor conditions.  Battery hens suffer from the reproductive maladies that afflict female birds deprived of exercise: masses and bits of eggs clog their oviducts which become inflamed and paralyzed; eggs are formed that are too big to be laid; uteruses "prolapse," pushing through the vagina of small birds forced to strain day after day to expel huge eggs. The battery cage has created an ugly new disease of laying hens called fatty liver hemorrhagic syndrome, characterized by an enlarged, fat, friable liver covered with blood clots, and pale combs and wattles covered with dandruff. Disease and suffering are innate features of the battery system in which the individual hen is obscured by gloom and thousands of other hens in an environment deliberately designed to discourage perception, labor, and care. 

Battery hens live in a poisoned atmosphere. Toxic ammonia rises from the decomposing uric acid in the manure pits beneath the cages to cause ammonia-burned eyes and chronic respiratory disease in millions of hens. Studies of the effect of ammonia on eggs suggest that even at low concentrations significant quantities of ammonia can be absorbed into the egg. Debeaking causes severe, chronic pain and suffering researchers compare to human phantom limb and stump pain. The hot blade cuts through this sensitive tissue impairing the hen's ability to eat, drink, wipe her beak, and preen normally. The battery system depends on debeaking and antibiotics. For example, virginiamycin is said to increase feed conversion per egg laid, bacitracin to stimulate egg production, and oxytetracycline to improve eggshell quality. In Factory Farming (1991), Andrew Johnson says virtually 100 percent of laying hens in the United States are routinely dosed with antibiotics. 

Paralyzed - to bring to a condition of helpless stoppage, inactivity, or inability to act.

Prolapse - The falling down or slipping out of place of an organ or part, such as the uterus.

Hemorrhagic - Excessive discharge of blood from the blood vessels; profuse bleeding.

Inflamed - resulting from inflammation; hot and swollen and reddened; "eyes inflamed with crying"

Maladies - A disease, a disorder, or an ailment.

Tormented - experiencing intense pain especially mental pain.

 Osteoporosis - a disorder in which the bones become increasingly porous, brittle, and subject to fracture, owing to loss of calcium and other mineral components, sometimes resulting in pain, decreased height, and skeletal deformities: common in older persons, primarily postmenopausal women, but also associated with long-term steroid therapy and certain endocrine disorders.

Debeaking - is a process by which parts of the beak of a chicken or turkey are trimmed. Many variations of debeaking are used. Most commonly, the beak is shortened permanently, with the lower beak somewhat longer than the upper beak. 

Debeaking takes place as a welfare measure to reduce excessive feather pecking and cannibalism in a stressed bird population.

Toxic - Of, relating to, or caused by a toxin or other poison: a toxic condition; toxic hepatitis. Capable of causing injury or death, especially by chemical means; poisonous: food preservatives that are toxic in concentrated amounts; a dump for toxic industrial wastes. 

Ammonia - a colorless, pungent, suffocating, highly water-soluble, gaseous compound, NH3, usually produced by the direct combination of nitrogen and hydrogen gases: used chiefly for refrigeration and in the manufacture of commercial chemicals and laboratory reagents.

Virginiamycin - any of various antibacterial substances derived from the bacterium Streptomyces virginiae, used in antibiotics and in animal feed as a growth stimulant.

Oxytetracycline - a dull-yellow, crystalline antibiotic powder, C22H24N2O9, produced by Streptomyces rimosus, used chiefly in treating infections caused by streptococci, staphylococci, Gram-negative bacilli, rickettsiae, and certain protozoans and viruses.

Antibiotics - A substance, such as penicillin or streptomycin, produced by or derived from certain fungi, bacteria, and other organisms, that can destroy or inhibit the growth of other microorganisms. Antibiotics are widely used in the prevention and treatment of infectious diseases.

Task 4

Problem Task

1. What is nutrition? 

Nutrition is the science of food. Good nutrition can help prevent disease and promote health. There are six categories of nutrients that the body needs to acquire from food: protein, carbohydrates, fat, fibers, vitamins and minerals, and water.

2. What are the types of nutrition?

Proteins 

Protein supplies amino acids to build and maintain healthy body tissue. There are 20 amino acids considered essential because the body must have all of them in the right amounts to function properly. 

Fat 

Fat supplies energy and transports nutrients. There are two families of fatty acids considered essential for the body: the omega-3 and omega-6 fatty acids. Essential fatty acids are required by the body to function normally. They can be obtained from canola oil, flaxseed oil, cold-water fish, or fish oil, all of which contain omega-3 fatty acids, and primrose or black currant seed oil, which contains omega-6 fatty acids. The American diet often contains excess of omega-6 fatty acids and insufficient amount of omega-3 fats. Increased consumption of omega-3 oils are recommended to help reduce risk of cardiovascular diseases and cancer and alleviate symptoms of rheumatoid arthritis, premenstrual syndrome, dermatitis, and inflammatory bowel disease.

Carbohydrates 

Carbohydrates are the body's main source of energy and should be the major part of total daily intake. There are two types of carbohydrates: simple carbohydrates (such as sugar or honey) or complex carbohydrates (such as grains, beans, peas, or potatoes). Complex carbohydrates are preferred because these foods are more nutritious yet have fewer calories per gram compared to fat and cause fewer problems with overeating than fat or sugar. Complex carbohydrates are also preferred over simple carbohydrates by diabetics because they allow better blood glucose control.

Fiber 

Fiber is the material that gives plant texture and support. Dietary fiber is found in plant foods such as fruits, vegetables, legumes, nuts, and whole grains.

There are two types of fiber: soluble and insoluble. Insoluble fiber, as the name implies, does not dissolve in water because it contains high amount of cellulose. Soluble fiber is the type of fiber that dissolves in water. It can be found in a variety of fruits and vegetables such as apples, oatmeal and oat bran, rye flour, and dried beans.

Insoluble fiber speeds up the transit of foods through the digestive system and adds bulk to the stools, therefore, it is the type of fiber that helps treat constipation or diarrhea and prevents colon cancer. On the other hand, only soluble fiber can lower blood cholesterol levels. This type of fiber works by attaching itself to the cholesterol so that it can be eliminated from the body. 

Vitamins and minerals 

Vitamins are organic substances present in food and required by the body in a minute amount for regulation of metabolism and maintenance of normal growth and functioning. The most commonly known vitamins are A, B1 (thiamine), B2 (riboflavin), B3 (niacin), B5 (pantothenic acid), B6 (pyridoxine), B7 (biotin), B9 (folic acid), B12 (cobalamin), C (ascorbic acid), D, E, and K. The A, D, E, and K vitamins are fatsoluble and will be stored in the body fat.

There are two kinds of minerals: the major (or macro) minerals and the trace minerals. Major minerals are the minerals that the body needs in large amount. The following minerals are classified as major: calcium, phosphorus, magnesium, sodium, potassium, sulfur, and chloride. They are needed to build muscles, blood, nerve cells, teeth, and bones. They are also essential electrolytes that the body requires to regulate blood volume and acid-base balance.

Unlike the major minerals, trace minerals are needed only in tiny amounts. Even though they can be found in the body in exceedingly small amounts, they are also very important to the human body. These minerals participate in most chemical reactions in the body. The following are classified as trace minerals: iron, zinc, iodine, copper, manganese, fluoride, chromium, selenium, molybdenum, and boron.

Many vitamins (such as vitamins A, C, and E) and minerals (such as zinc, copper, selenium, or manganese) act as antioxidants. In so doing, these essential nutrients help prevent cancer and many other degenerative diseases, such as premature aging, heart disease, autoimmune diseases, arthritis, cataracts, Alzheimer's disease, and diabetes mellitus.

Water 

Water helps to regulate body temperature, transports nutrients to cells, and rids the body of waste materials. Water serves as a solvent so other nutrients can be used by the body. Water transports waste from the body through the lungs, kidneys and skin. Water regulates body temperature; it allows perspiration to occur and serves as a heat carrier as air is lost through breathing. Water is also essential as a body lubricant. Saliva helps us to swallow foods and other liquids made up largely of water help move food through the gastrointestinal tract. An adult should drink 6 – 8 glasses of water daily. 

3. What are the types of basic food for nutrition?

Staying healthy includes a balanced diet, staying clean, getting plenty of exercise as well as keeping your heart strong and free of drugs.

People who practice good nutrition, hygiene and exercise patterns develop a lifetime of habits that will keep them healthy for many years. Especially when they are older!

The Food Guide Pyramid helps to promote the 3 basic rules for a healthy diet: 
1. Variety 

2. Balance 

3. Moderation

Variety means that you must include many different foods from each level of the Food Pyramid because no single food can supply all of the nutrients that your growing body needs on a daily basis. This can help to expand your food choices. It is best to eat foods of all colors. The more colors and textures in your daily meals, the better range of nutrients you'll get.

Balance means that you must eat the right amounts of foods from all levels of the Food Pyramid each day. This way you will get all the calories and nutrients you need for proper growth and development.

Moderation means that you are careful not to eat too much of any one type of food.

Let's take a closer look at the Food Pyramid to see how it can help you to plan good meals.

To make the most out of the Food Pyramid, we'll need to figure out what counts as a serving. Let me help explain this. Next to each section of the Pyramid below you will see how many servings of each food it suggests that you have each day. 
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4. What are the types of food group plan?

Food Groups and Nutrients 

The five main food groups are:

· meat and meat alternatives

· milk and milk products

· fruit

· vegetables

· breads and cereals.

These food groups contain important nutrients such as:

· vitamins

· minerals

· protein

· fibre.

Fat and salt are also found in these foods, and should be eaten in moderation.

Meat and Meat Alternatives 

These food groups provide:

· iron

· protein

· cholesterol

· zinc

· vitamin B12.

Meat and meat alternatives include:

· lean red meat (beef, pork, lamb)

· poultry

· fish

· eggs

· Legumes (beans, chickpeas, lentils).

Only one serve of meat or meat alternative is needed per day, which equates to roughly 100 g cooked weight.

Pregnant women and teenagers require two serves per day.

Milk and Milk Products

Milk, cheese and yoghurt are great sources of calcium, but can also be high in fat, so low fat varieties should be used where possible. 

The two serves of milk and milk products required daily are equal to one of:

· 300 ml of milk

· 40 g of cheese

· 200 g of yoghurt.

Pregnant women, post menopausal women, and teenagers require three serves of dairy daily.

Fruit 
Fruit is a healthy source of energy and provides:

· vitamin C

· fiber

· Natural sugars.

A serve is:

· one piece of medium fruit, which includes apples, oranges and banana sized fruits

· Three pieces of smaller fruit, such as plums or apricots.

Three serves of fruit are required each day, and can include raw, stewed or canned fruits.

Vegetables 

Vegetables come in four varieties:

· starchy (potato, sweet potato, yam)

· dark green and leafy (cabbage, broccoli, spinach)

· orange yellow (carrot, pumpkin)

· Other (mushrooms, tomatoes, cucumbers, beans, peas).

Four serves of raw or slightly cooked vegetables are needed each day. One serve should come from each of the four vegetable groups, providing the required levels of folate, fiber, and vitamins A and C.

Breads and Cereals  
Wholegrain or whole meal varieties of bread and cereal provide dietary fibre and protein, along with the majority of the energy a person needs.

Five or more serves are required per day. People trying to lose weight and the elderly need five serves, the average woman needs seven to eight serves, and the average man or teenager needs nine to twelve serves of bread and cereal.

Sample serves are:

· one slice bread

· one cup cooked pasta or noodles

· 1/2 large bread roll (or 1 small roll)

· one cup breakfast cereal (30-40g)

· four-five crisp breads

· 1/2 cup cooked porridge

· one English muffin/scone

· 1/3 cup muesli

· 1/2 cup cooked rice or corn meal

· Two tablespoons of flour.

Indulgences 
Up to two serves of 'unhealthy' foods can be eaten per day without adversely affecting your health. These 'indulgences' include:

· alcoholic drinks

· cake or pastries

· biscuits

· potato crisps

· ice cream

· meat pie

· sausage roll

· pâté

· Toffee.

5. What are the requirements regarding labeling food?

The information contained on nutrition facts labels is there to help you, as a consumer, make wise choices in food purchases that contribute to your regular diet.

 At first glance, nutrition facts labels appear to be a large panel of words, numbers and percentages. Nutrition facts labels consist of five primary sections. If you look closely, you'll find each section separated by bold, black horizontal lines. Serving size is important because the rest of the information contained on the label applies to that specific unit of measure, or serving size. In other words if the nutrition facts label on a box of toaster pastries lists one pastry as a serving, then the remaining information applies to only one pastry, not two even if there are wrapped by twos inside the box. 
The second section of nutrition facts labels lists both the total calories and the number of calories from fat. Again, the total calories and calories from fat listed applies to the serving amount. 
The information in this section lists how many grams of fat, cholesterol, sodium, carbohydrate, and protein are included in each serving. While protein isn't bad, fat, sodium and cholesterol is and it's important to maintain a healthy balance of carbohydrate and protein intake. Also avoid trans fat whenever possible. 

The fourth section of nutrition facts labels contains vitamins and other nutrients that are considered good. Not all products are going to be high in all vitamins and minerals, but pay special attention to vitamins A and C along with iron and calcium. 

Finally, the bottom portion of nutrition facts labels is a footnote, sometimes located just before a list of ingredients. When nutrition facts labels are large enough, they will list out values based on both calorie intakes, but remember that your ideal caloric intake could be different yet. 
6. What are the dietary concerns?

Recommend dietary allowances – The amount of essential nutrients that experts believe are adequate for the nutritional needs for most healthy people.

Contemporary Dietary Concerns
Calorie – A measure of the energy conta8ined in food. Technically it is the amount of heat needed to raise the temperature of 1 kilogram of water 1°c. 

Fats – Basic nutrients that serve as concentrated sources of heat and energy for the body.

Cholesterol – A fatty substance found in the human body and in foods derived from animal products. It has been linked to heart disease. 

Carbohydrates – Basic nutrients that are the main source of fuel for body processes such as digestion and respiration. They also help maintain proper body temperature and eliminate the need for the body to use protein as an energy source.

 Sodium – A mineral used to season and preserve food.

Fiber – The indigestible cell walls of a plant. Fiber aids digestion by physically separating food particles in the digestive tract. It may prevent constipation, appears to help regulate cholesterol and may even decrease the risk of colon cancer and heart disease. Healthy adults should eat 20 – 30 grams of fiber each day. The best way to make sure you’re getting enough fiber in your diet is to eat a variety of high fiber foods: whole grains breads, bran cereals, brown rice, legumes, oatmeal and fresh fruits and vegetables.  

 Food Allergies – A reaction to a person immune system to a food item (in much the same way that people respond to insect stings). Most signs of food allergies involve the skin (such as hives or itching) or the gastrointestinal tract (such as vomiting or abdominal pain). It is likely that the vast majority of all food reaction are caused by relatively few foods: milk, eggs, wheat and legumes a plant with seed pods, such as peas and beans. Seeds of a legume are most often soaked and used in soups, stews and baked dishes.    
7. What are the governmental rules related to nutrition?

Task 5

Problem Task

1. Explain menu planning and the different steps?

Planning a menu is a complex undertaking that requires a knowledge of the entire operation. Fortunately, it is rare that a menu planner has to start from scratch. Most menu planners revise an already existing menu. This means that the menus pricing style – table d’hotel, a la cart, or a combination of the two has already been chosen, a fixed or cycle menu is already in place and the type of menu – breakfast, lunch, dinner or speciality has already been determined. For most menu planners, menu planning consists of selecting new menu items for an existing menu.  

2. Explain how a menu is well balanced?

After all of the items have been selected, the menu should be reviewed for businesses, aesthetic and nutrition balance.

Business balance refers to the relationship between food costs, menu selling prices, the popularity of items and other financial and marketing considerations. In both commercial and noncommercial operations, the menu must help the operation attain financial goals; the menu should be reviewed with those goals in mind.

Aesthetic balance refers to the degree to which meals have been constructed with an eye to the colours, textures and flavours of foods. Obviously balance is more important in a table d’hotel menu than in an a la cart menu, since guests are offered entire meals on a table d’hotel menu and they have more freedom to choose their own food combinations with an a la cart menu. But aesthetic balance is an issue even with an a la cart menu, since some foods are commonly sold together, an entrée with an accompanying starch item and vegetable for example.

Nutrition balance has been important for noncommercial food service operations than for commercial properties. But to appeal to nutrition minded or health conscious guests, managers of commercial properties should make sure the components of well balanced meals are available from among the menu items they offer. Nutritional concerns are now important to many guests and must therefore be important to restaurant managers.

3. Explain how to select menu items.

The menu items listed on a menu can be categorized as appetizers, salads entrees, starch items (potatoes, rice, pasta), vegetables, desserts and beverages.

4. How does a menu planner make a selection regarding the guests and operations?

Knowing your guests.

The quality of all decisions about the menu depends on knowing your guests well. What kind of guests eat at your operation? What do they want to eat? What are they willing to pay for a meal? If one of your primary markets is teenagers, your menu will probably look very different from the menu of a restaurant whose main market is a married couple with children.

Some menu planners mistakenly assume that their personal preferences are the same as their guests. This is not necessarily true. When menu items are selected, the preferences of the guests not the menu planner must be considered. Guest preferences are learned by interviewing guests reading surveys, comment cards, trade journals and studying production and sales records.

Knowing your operation

The type of operation helps determine what kinds of menu items are appropriate. At least five components of your operation have a direct impact on what kinds of menu items can be offered:

· Theme or Cuisine.

The theme or cuisine of the restaurant helps determine what type of menu items are appropriate. An ethnic restaurant has a very different menu than a family oriented or quick service chain restaurant.

· Equipment

A menu planner must know the types and capacities of equipment in the kitchen. Menu planners can choose a wider variety of menu items if there is equipment on hand for baking, steaming, broiling, frying, etc. in contrast, an operation with limited equipment must have a limited menu. When choosing menu items, planners should spread the workload evenly among the equipment. For example if most of your entrees and a lot of your appetizers are fried, your fryers may be overloaded while the ovens and broilers are underutilized. For most restaurants, the entrees chosen should reflect a goal distribution between frying, baking, broiling, roasting and other methods of preparation.

· Personnel

The number of employees and the skills of those employees will help determine what menu items can be placed on the menu. A menu planner wants to avoid overwhelming some kitchen personnel while leaving others little to do. Careful menu items selection can help spread the workload evenly among kitchen personnel.

· Quality Standards

Every item on the menu has to meet the operations quality standards. A menu planner should not put items on the menu that can’t be prepared and served while maintaining proper quality.

· Budget

Menu planners must recognize financial constraints when planning menus. Commercial properties cannot attain profit objectives and noncommercial operations cannot minimize expenses unless products costs fall within budgetary limits.

5. What are the menu trends nowadays?

These days the customer is interested in the following trends:

· Smaller portions such as Spanish tapas. They are minerals that can offer guests a greater deal of flexibility. Some restaurants feature expanded appetizers, half portions.

· Regional cuisine. It has a high quality of local produce that cost less than important items.

· Lighter healthier food. Many customers demand light, fresh, healthy food. Ex salads, pasta, chicken and some seafood are gaining popularity.

· Ethic and exotic food. Menu featuring particular cuisine, Chinese, Mexican, Italian.

6. What are the restrictions related to menu planning regarding personnel, equipment and facilities?

Personnel

The number of employees and the skills of those employees will help determine what menu items can be placed on the menu. A menu planner wants to avoid overwhelming some kitchen personnel while leaving others little to do. Careful menu items selection can help spread the workload evenly among kitchen personnel.

Equipment

A menu planner must know the types and capacities of equipment in the kitchen. Menu planners can choose a wider variety of menu items if there is equipment on hand for baking, steaming, broiling, frying, etc. in contrast, an operation with limited equipment must have a limited menu. When choosing menu items, planners should spread the workload evenly among the equipment. For example if most of your entrees and a lot of your appetizers are fried, your fryers may be overloaded while the ovens and broilers are underutilized. For most restaurants, the entrees chosen should reflect a goal distribution between frying, baking, broiling, roasting and other methods of preparation.

Task 6

Problem Task

1. Explain the purchasing department and purchasing process within the company.

The purchasing department is the division of a business that is responsible for purchases. The department in a business concerned with sourcing raw materials and components, and negotiating their price and other conditions of delivery.  

Purchasing process

Steps in the Purchasing Process 
The general pattern for handling purchase orders is as follows: 

1. A department initiates a request for goods or services and sends it to the Purchasing Department. 

2. Purchasing staff verifies that the specifications are complete and selects potential sources. 

3. Purchasing staff follows good business practices in determining the best offer for required materials or services. We review quotations based upon: 

· unit costs and total costs; 

· completeness of the order and adherence to the specifications listed; 

· delivery costs; 

· delivery time; and 

· Warranties, maintenance, installation, etc., e.g., service. 

4. When we award an order, we will FAX or mail an IU purchase order form containing a purchase order number to place an order. In some circumstances, we may telephone in an order with a purchase order number. 

5. You must send an invoice with the purchase order number noted on the invoice to the IU Accounts Payable Department before a payment can be made. 

2. What are the functions used in the purchasing department?

The factors affecting purchasing needs are directly related to the function of the purchasing control point. These purchasing functions are:

· Establishing and maintaining an adequate supply of food and non food products.

· Minimizing the operations investment in inventory.

· Maintaining the operations quality, sanitation and cost standards while reducing risks.

· Maintaining the operations competitive position.

· Buying the product, not the deal.

3. What are the tasks and responsibilities of the purchasing department?

 Tasks 

· Account

· Department contact

· Ship to address

· Desired delivery date

· Quantity & unit of measure

· Description

· Estimated/quoted amount

· Obtain required authorizations

Responsibilities

The Purchasing Department is responsible for overseeing purchasing activities of the business in accordance with the Counties regulations. Responsibilities of the purchasing department include the purchasing or contracting for all supplies, materials, equipment and contractual services, to operate the duplicating, mail, and central storeroom, and to transfer equipment to or between departments, and/or handle sales of surplus equipment, supplies and materials.

4. What are the goals and objectives of the purchasing department and what are the tools that can be used?

The Purchasing Departments mission is to continually improve its efforts to meet or exceed the expectations of its customers and emphasize teamwork and involvement within departments in identifying and implementing programs to save time and money while maintaining the highest quality in services, goods, and relations with the local business and community.
Goals

· By the right product.

· Obtain the right quantity.

· Pay the right price.

· Deal with the right supplier.

5. What are the equipment and facilities required in the purchasing process?

6. Define and explain SRM and NSF and what is there role in the purchasing process?

Sanitation Risk Management

The SRM program helps ensure product safety, risk reduction and guest satisfaction. The SRM focuses on managing risks of the entire food establishment at each critical points and to introduce procedures for reducing those risks in the course of daily operations. 

National Sanitation Foundation 
The NSF is a non profit Organization that sets sanitation standards and criteria for food, equipment, product and services in the interests of public health.

7. What are the important criteria regarding suppliers?

8. What are the differences – full line and one stop shopping distributor and value added distributor?

Many businesses purchase most of their supplies from a small number of full line distributers who sell meat, produce fresh and kitchen equipment. A full line distributor can satisfy all the purchasing needs of a small business. Master distributors provide services that a specialist cannot offer. Value added distributors offer services including nutritional analysis and quality control testing.
Task 7

Problem Task

1. Define and explain the receiving process and its objectives.

The Receiving Process is where we review deliveries from vendors for compliance with requirements and receive products from customers for repair or loan returns.
Receiving initiates the beginning of the end or the completion phase of the receiving process. During the receiving process, which is a quality assurance step, you will determine the accuracy and completeness of your specifications. The success of the receiving process is determined by the information provided in the specifications and bid document. The specification process, it will not suddenly correct itself at delivery.

Receiving Process

· Where the equipment is to be taken to.

· Who is to deliver the equipment.

· Who will unload the equipment.

· Who will uncrate the equipment.

· Who will set the piece(s) in place.

· Who will make the final utility connections.

· Who will do the start-up.

· Who will provide the use and care demonstration.
Receiving objectives

Assess the effectiveness of the procurement process and determine the accuracy and completeness of the specifications.
2. What are the organizational rules and federal of attention during receiving?

3. What are the functions of the receiving process?

The receiving process really starts when the purchasing department creates a purchase order with a seller. The vendor notifies both the distribution center receiving clerk and purchasing department when they are ready to deliver an order. The distribution center receiving clerk starts the appointment procedure.

· Step 1: Preparing the site for installation

· Making simple mistakes or overlooking details can impact the efficiency and usability of your equipment.
· Pay close attention to the details of installation to achieve maximum usability of the equipment you selected.
· Step 2: Receiving from the Shipping Company

· When received, equipment must be inspected for damage or shortage

· Inspect crate for damage.
· Thoroughly inspect equipment for concealed damage.
· Note problems on freight bill before the carrier leaves.
· Step 3: Uncrating the Equipment

· Keep crates in case equipment must be returned.
· Check manufacturer’s data plate to confirm that correct equipment was sent.
· Date plate should indicate:

· Manufacturer

· Model number

· Electrical specifications 

· Gas specifications

· Steam specifications
· Step 4: Installation

· Ideally, site preparation and all regulatory inspections will be completed prior to receipt of equipment.
· It is recommended that installers visit the site before the actual installation to determine materials needed.
· Over 80% of early warranty claims are the result of poor installation and environmental problems.

· Step 5: Start-Up

· Start-up includes:

· On-site inspections to verify equipment installed according to manufacturer’s instructions.
· On-site inspection to verify equipment operating properly.
· Re-calibration (if needed) as it may have slipped during shipping and handling (not a warranty item).
· Step 6: Use and Care Demonstrations

· Schedule demonstration after equipment start-up procedures is complete.
· Consider video taping for use in follow-up training and for training new employees.
· All potential equipment operators need to be present and sign the use and care manuals to verify attendance.

4. Who is responsible for receiving and what are the general requirements, skills, knowledge that this person should have?

The manager or the assistant manager is in charge of receiving. The person in charge of receiving may be called the receiving clerk, steward or storeroom person an employee in a firm's receiving department. The receiving clerk inspects all incoming goods as to quality and condition, and determines the quantities received by counting, measuring, or weighing. All records are entered into the receiving record.

5. Which equipment could help to get an optimal result?

6. Define verification, credit memo, daily receiving report, TDZ.

Verification is the process of testing like set of documents, plans, specifications and requirements?

A credit memo is a document to record the receipt of non-cash/check payments. A Credit Memo (short for "credit memorandum") is a commercial document issued by a seller to a buyer, indicating the products, quantities and agreed prices for products or services that the seller provided the buyer with, but the buyer returned or did not receive. It may also be issued in the case of damaged goods, errors or allowances. A Credit Memo can reduce or eliminate the amount that the buyer has to pay the seller in respect of the original invoice issued earlier.

A daily receiving report is a form used daily to transmit to Purchasing Services the fact that material or services ordered on a Purchase Order has been received at the specified location. This will permit charges against a departmental budget, payment to the vendor, and closure of the order in the database and in Purchasing Services.
TDZ is the temperature danger zone. The temperature danger zone is the temperature at which bacteria multiply rapidly. The temperature is from 40 degree Fahrenheit to 140 degree Fahrenheit. Foods should not be allowed to stay in this temperature zone for more than 2 hours (1 hour on a very hot day).

7. What is tagging and how is related to the FIFO (first in first out) process?

Tagging is a small piece of paper attached to a product to show its cost. Tagging is used to identify products, now what’s in the package and how much the product costs. Tagging makes it easier to keep track of products that have been received, the barcode on the tag is scanned and stored onto a database on a computer.

8. What is the role of the SRM (sanitation risk management) related to receiving?
The sanitation risk management focuses on managing risks at each of the control points. It also identifies the risk of the entire food establishment at each critical point and introduces procedures for reducing those risks in the course of daily operations.

Task 8

Study Task

1. What are the objectives of storing and why is this process so important in the total company process?

Objectives

Storing protects the operations food and non food purchases until they are put to work as income produces. Storing also helps equipment and facilities to be in optimal conditions.

Process of the company

Storage is the process of the company to maximise income, profit and guest satisfaction.

2. What are the consequences of good and bad storing and control? Relate this to the dollar value of the inventory.

Most food products include frozen items, lose volume and quality if stored too long. Spoilage losses tend to increase proportion to the amount of inventory. If storage areas are adequate, excessive inventory might require more labour to handle the products. 

The dollar values of food products determine the amount of inventory control necessary to guarantee security. The value of food products can be compared by price per unit of weight. Few food products have high dollar value per unit of measure.

3. What is the A-B-C-D classification? What are the advantages of this technique?

The A-B-C-D classification is the most useful technique for categorizing inventories. 

Inventory A,  items are high in spoilage and cost per serving, account for 40% of a food service operations total annual purchases. 

Inventory B, items are reasonably high in cost but low in spoilage and is 20% of a facilities total annual purchases.

Inventory C, items are relatively low in cost per serving but high in spoilage.

Inventory D, items have the lowest spoilage and the lowest cost per serving.

Advantages of A-B-C-D classification:

It forces the inventory person to consider both relative spoilage and cost per serving. It is straight forward and easy to use. It is a simplification of reality.  

4. What are the two types of inventory control? What are the advantages and disadvantages?

The two types of inventory control are physical inventory and perpetual inventory. 

Physical inventory – It is an actual count of what is on the shelves and is used to calculate the operations food and food cost percentage. It is also necessary in order to calculate inventory turnover. The rate at which inventory is converted to revenue during a given period.

Perpetual inventory – It is an ongoing record of what is in the storage at any given time and requires more record keeping and is up to date.  

Advantages:

Physical inventory: Helps to calculate the inventory turnover and is useful to calculate turnover rates for all categories of hazardous foods.

Perpetual inventory: It is always up to date and prevents food spoilage from progressing uncontrolled in storage areas.

Disadvantages:

A high inventory turnover indicates that the business is not taking advantage of quality discounts.

5. What is gross food cost, net food cost, food cost percentage, average inventory and inventory turnover? What are the consequences of too high or too low a level of the latter with regard to the A-B-C-D classification?

Gross food cost = Beginning inventory dollar value + purchases minus ending inventory value.

Net food cost = Gross food cost + bar transfers to the kitchen – food transfers to the bar – staff member meals – complimentary meals.

Food cost percentage = Net food cost 

                                      Total food sales during the period

Average inventory = Beginning inventory dollar value + ending inventory value.

Inventory turnover = Net food cost

                                   Average inventory

A low inventory turnover leads to increased spoilage and contamination.

A high inventory turnover indicates that the business is not taking advantage of quality discount.

Inventory A & C should have high turnover rates than Inventory B & D.

6. What are the responsibilities of the storeroom person?

The responsibilities of the storeroom person:

1. To conduct frequent, careful inspections of product storage areas in the facility.

2. To prevent waste in the form of spoilage and decreased product quality.

3. To discard food that is contaminated or spoiled and reduce risks.

4. To reduce financial losses.

5. To monitor usage rates of each product.

6. To record inventory dollar amounts using the perpetual and physical inventory system.

7. Why are product usage rates used?

Products usage rates are used to help the purchasing agent to establish per stocks and automatic recorder point and minimise stockouts. 

8. What equipment and facilities are used and especially with regard to the different storage areas?

 There are three different storage areas are dry, refrigerated and frozen. 

There are many types of storage containers that are used which are pans, pots, plastic containers.

Utensils should be stored on a utensils rack and knifes and special tools should be stored on trays. 

Tableware including: dishes, bowls, platters and plates of all sizes, self levelling plate, and spring loaded dispenser.

9. What are the general requirements (FDA)?

Some operations store food products in uncovered non food grade plastic bags. In many establishments, storage areas are not designed to keep food products away from walls and floors.

10. What is the relationship between storing and SRM?

Storing is an important activity that is for monitoring a food establishment. This is because, storing food products rarely improve quality and the risk of food contamination is increased by improper temperature. All food products must be dated and labeled before being placed, this minimizes the risks of potential contamination, so equipment and facilities must be cleaned, sanitized and maintained properly. 

11. What are the objectives of issuing and how important is this process.

Objectives:

To ensure proper authorization for the transfer of food products from storage to the production department of the operation.

Important:

It should be designed to guarantee that only authorized staff members order and receive products from the facilities storage areas.

12. What is the difference between formal and informal issuing and describe this process?

Formal issuing: 

In small operations, formal issuing may be eliminated entirely. All purchases are regarded as direct purchases. Suppliers are charged directly to the department in which they are used. So this system is simple and less time consuming.

Informal issuing:

The informal system leaves storage areas with no one responsible for them and the operations issuing control point is at risk.

13. What is requisition?

Requisition is a form for requesting inventory. It is an internal communication tool that shows which department needs which items.

14. Who is responsible for the issuing process?

The storeroom person is responsible for the issuing process.

15. Which equipment and facilities should be used and why?

Equipment:

To ensure proper authorization for the transfer of food products from storage to the production departments of the operation. It should be designed to guarantee that only a authorized staff member order and receive products from the facilities storage areas.

Facilities:

For maximum security, storeroom facilities should be kept locked with access limited to the storeroom person and the manager. Prohibiting unauthorized access to storage areas helps eliminate pilferage. So facilities must be used to reduce risks.

16. What is the role of the SRM program with regard to issuing? 

A written requisition form is essential at the issuing control point. This tool helps reduce risks of a contaminated product because it is clearly indicated who receives each food product.

Task 9

Application Task

Gross food cost = Beginning inventory dollar value + purchases minus ending inventory value.

December 2000, Gross food cost: 28.67 + 700.00 – 3.33 = 725.34 

December 1999, Gross food cost: 27.33 + 800.00 – 4.00 = 823.33

Net food cost = Gross food cost + bar transfers to the kitchen – food transfers to the bar – staff member meals – complimentary meals.

December 2000, Net food cost: 725.34 + 866.65 – 766.50 – 246.68 – 700.00 = -121.19

December 1999, Net food cost: 204.13

Food cost percentage =               Net food cost 

                                      Total food sales during the period

December 2000, Food cost percentage: -121.19 / 2.26 = -53.62

December 1999, Food cost percentage: 204.13 / 2.17 = 94.06

Average inventory = Beginning inventory dollar value + ending inventory value.
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December 2000, Average inventory: 28.67 + 3.33 / 2 = 16

December 1999, Average inventory: 27.33 + 4.00 / 2 = 15.66

Inventory turnover =   Net food cost

                                   Average inventory

December 2000, Inventory turnover: -121.19 / 16 = -7.57

December 1999, Inventory turnover: 204.13 / 15.66 = 13.03

Task 10

Problem Task

1. What is kitchen design and describe the process? (Factors)

Kitchen design factors include:

· Cost – If initial planning reveals the project can’t be completed with the funds available, the planning team can postpone the project until funds are available, adjust the plans to meet the budget, it can attempt to generate additional funds by borrowing or reducing stockholder dividends, or cancel the plan. Experienced managers and personnel will know which option is best.

· The menu – the menu items help determine which equipment is needed and the kitchen space required.

· Food quantity – The quantity of food produced by the operation must be considered when redesigning. Additional storage space will be necessary unless frequent deliveries are expected.

· Food quality – The operations managers must decide what level of quality is acceptable for various food items and purchase the type and amount of equipment that will deliver that quality.

· Equipment – It’s often sensible to choose multipurpose equipment that can perform more than one task. 
2. List and describe all the different types of kitchen equipment.

Kitchen equipment:

Pots and pans
These kitchen essentials can range anywhere from the inexpensive to the very costly. There are also many different types. Sometimes you get a nice deal by buying a set, but it can also make good sense to buy one pot to see how well you like it before committing to an expensive set. 

At the minimum you'll need: 

· Large skillets (10 inch and 12 inch)—preferably heavy aluminium skillets with nonstick coating (copper and cast iron are great, but also expensive and sometimes not as "forgiving" to a new cook). 

· Large pot with lid—an 8-quart pot is big enough to cook pasta, but if you're going to make stock, buy a 16-quart pot. 

· Saucepans with lids—a 1- to 3-cup size, a 1- to 1-1/2-quart size, and a 4-quart size. 

· Roasting pans—an 8 x 12-inch or 9 x 13-inch metal roasting pan; and an 8- or 9-inch square metal baking pan. 

· Bowls—small, medium, and large. Stainless steel is inexpensive and useful. 

· A steamer insert—a collapsible aluminium basket-like utensil, used for steaming vegetables and other foods. 

Bakeware 
Baking/cookie sheets—look for the kind without edges for cookies, but also keep in mind that many cooks use these items to bake other dishes. 

· A 9 x 13-inch nonstick baking pan—essential for a one-layer sheet cake and brownies. This size pan is also great for macaroni and cheese, and dishes like scalloped potatoes; however, some people prefer to reserve the nonstick pan for desserts and purchase a glass pan for stickier dishes to preserve the finish. Also note that nonstick bakeware will last longer if it is washed by hand in warm soapy water. 

· Pastry pans—this includes pie plates (9-inch, oven-proof glass), bread pans (two 9 x 5-inch, nonstick aluminium loaf pans), cake pans (two or three 9-inch pans), and muffin tins (several inexpensive aluminium types). 

Utensils
Keep in mind that for all of these items you'll need to consider the type of cookware and bakeware you've purchased. If you've chosen the kind with nonstick finish, be sure to choose plastic—not metal—utensils. These will help protect the finish of your cookware and bakeware. 

· Long-handled heavy-duty spoon 

· Long-handled heavy-duty soup ladle 

· Spatula 

· Rubber spatula 

· Whisk 

· Measuring cups (start with a 2-cup glass or plastic cup for liquids, and a set of 1/4- to 1-cup dry measurers) 

· Measuring spoons (buy at least two sets) 

· Wooden spoons 

· Brushes (for spreading oil, melted butter, marinades, etc.) 

Cutting boards
Some cooks swear by wood, and some swear by plastic cutting boards. One of the nice advantages to plastic cutting boards is that different colours can represent boards for meat, chicken, garlic and onions, and vegetables. That way there's less worry about contamination and transferred food odours.

Knives
A good set of knives is essential for chopping, dicing, and preparing your ingredients. High-carbon steel knives are recommended by chefs and experienced cooks alike. A versatile knife that is essential is the 8-inch chef's knife—an all-purpose blade used for chopping and slicing. Don't bother with a carving or slicing knife right away—you won't use it very often, and your chef's knife can handle most of those duties for a while. You'll need two or three paring knives (3 or 4 inches long) for peeling, trimming, and other precise cutting. A serrated bread knife is a must, too. And buy a blade sharpener to keep your knives working at peak efficiency.

Miscellaneous
Some may seem obvious, but still worth consideration in equipping your kitchen. 

· Can opener (that would be one of those obvious ones!) 

· Colander (any type with holes in it to drain liquid or through which to force through pureed food) 

· Pepper grinder 

· Instant-read thermometer 

· Timer 

· Metal racks (for cooling baked goods, and roasting) 

· Handheld or box grater (for grating cheese, lemon peel, etc.) 

· Meat thermometer 

· Melon baller (for coring pears and apples) 

· Funnel 

· Ricer (for making mashed potatoes) 

· Rolling pin (for making pie crust) 

· Vegetable peeler 

Optional 

· Food processor—it can grate large amounts of anything in short order, and it can make pie and bread dough in minutes 

· Electric mixer—especially if you plan to bake 

· Blender—a traditional upright or handheld miniature.

3. What are the criteria of selecting kitchen equipment?

The criteria to consider when selecting kitchen equipment are:

· Cost – financial charges (interest) often dramatically increase equipment costs. Operating costs & utility charges can be substantially. Installation expenses can be high such as some equipment may need a new ventilation, plumbing or electrical system. 

· Sanitation and safety – Equipment should be easy to clean. The National Sanitation Foundation (NSF) develops and issues guidelines on sanitary aspects of equipment design and construction. These guidelines can help with the equipment selection process. All food contact surfaces should be smooth, easily cleanable, corrosion resistant, stable and non absorbent.

· Design and performance – Equipment should be simple to use, provide value, incorporate sanitation and safety standards and help employees provide high quality products in volume and with the speed that are necessary. Multipurpose equipment with optional features can often be purchased at little additional cost such as a mixer with proper attachments can be used to slice grind or shed food products. Since some equipment is easier to operate than others, the skills and abilities of employees must be considered. By equipment that’s designed to be easy to operate.

· Maintenance – Most equipment require careful maintenance to operate efficiently. Can maintenance be done on site staff or must a skilled technician be contracted? How often and at what cost must these activities be performed? If equipment being considered is a newer model of the equipment currently being used, managers should review the old equipments maintenance and repair record. Excessive repairs suggest either the equipment is unsuitable or that it’s being used improperly. Equipment that is frequently down is of little value.

· Capacity – Equipment chosen should have the right capacity for the operation.

· Construction – the NSF has developed detailed construction specifications for many types of food service equipment. This source should be used when considering equipment construction standards. Highly regarded manufacturers and suppliers are more likely to provide high quality equipment.  
· Task 11

· Problem Task

· 1. What has to be cleaned and maintained in the stewarding department?

· Kitchen equipment and utensils must be cleaned such as ovens, broilers, pots, pans, mixing bowls and knives. On the other hand tableware is washed and sanitized in a dishwashing machine. 

· 2. What can be cleaned and maintained by the personnel and professional? 

· Staff members are largely responsible for reducing the risks of cleaning and maintaining equipment and inventory. Staff orientation and initial training, followed by ongoing training programs to reinforce critical items is the key to reducing risks. Standards established by a cooperative effort between the management and staff members help ensure risk reduction. Equipment must be frequently cleaned, sanitized and maintained. Equipment must be used correctly in day to day operations. The SRM program applied to this control point reduces the risk to owners, guests and staff members.

· Supervisors ask staff members to help identify cleaning and maintenance needs and develop schedules. Staff members receive initial and ongoing training in upholding the operations cleaning and maintenance standards.

· 3. What is PH value?

· The PH value is the Degree of acidity or alkalinity measured on a scale from 0 to 14 with 7 the neutral point. Measurement of pH is important to quality control in making paper and pigments and in the preparation of platemaking chemicals. PH control of press fountain solutions is also essential to assure maximum plate-life and uniform ink drying. From 0 to 7 is acid; from 7 to 14 is alkaline. PH value is the standard measure of acidity or alkalinity. It is an important influence on bacterial activity. Food products with PH values less than 7 are acidic; those with PH values greater than 7 are basic or alkaline. A PH of 7 is neutral.

· 4. What cleaning agents and sanitizers are there, and what, cleaning agents should be used for, what purpose and why?

· Cleaning agents are detergents or emulsifying agents used in the cleaning process such as soaps, detergents, dishwashing detergent, abrasive cleaners, acid cleaners, degreasers, neutral cleaners, deodorizers.

· Sanitizers are a substance or preparation for killing germs, designed for use esp. on food-processing equipment, such as chlorine based sanitizers, iodine based sanitizers, acid anionic surfactants, and phonetic sanitizers. The type of sanitizer an operation uses for a particular application depends on the cleaning and sanitizing of food contact surfaces of equipment and utensils, (manual or mechanical) and the type of item being sanitized.

Task 12

Problem Task

1. What is the food code?

The food code represents the FDA’s regulation to ensure that food is safe, protected and presented. It provides prevention to minimize food borne illness and to ensure staff member’s health, knowledge, food safety and acceptable level of sanitation.

The Food Code identifies several categories of food safety problems. When an establishment does not meet a requirement of the Food Code, but a mistake does not create a situation that contributes to illness, it is a non-critical violation. The absence of a required sign is a non-critical violation. 

2. What is the food establishment inspection report?

The food establishment inspection report, the introduction and administrative data clearly ask for key information, including inspection type and time. It is essential that regulatory officials standardize the mark inspection process within an agency. Inspectors mark violations when they clearly exist in the food establishment. A violation represents a deviation from a food code provision. Each violation is recorded as a separate item on the report. 

3. How can the employees handle the inspection report?

Managers instruct staff members heavily of sanitation as sanitation inspectors can arrive at any time to inspect the operations regarding sanitation. The inspection report is filled by the managers regularly to make sure that sanitation is followed correctly in order to make sure staff are properly sanitizing.

4. What are the federal regulatory agencies?

The federal regulatory agencies are a group of agencies that oversee a considerable number of food handlers to ensure the safety of products.

5. What is the FDA and explain the rules?

The FDA is the Food and Drug Administration; it is a division of the U.S. public health and human services. The FDA states, imminent health hazard means a significant threat or danger to health that is considered to exist when there is evidence sufficient to show that a product, practice, circumstance or event creates a situation that requires immediate correction or cessation of operation to prevent injury.

6. What are the benefits of using the FDA electronic inspection system?

The FDA electronic inspection system was an alternative to the inspection form. It is a powerful tool for regulatory agencies to use in managing important program data It was used mainly for interrogation and consolidation. It can provide the regulated establishments with a comprehensive, legible, and understandable report of the agency's evaluation of the establishment. FDA electronic inspection system may be used to integrate data management between existing agency database management systems and the food protection program. It can also combine inspection data collection and reporting between different levels of food protection programs within a state.

Features of the FDA electronic inspection system that speed up and improve office-based functions include: 

1. Flexibility - Agencies can customize definitions to match the way their programs currently operate.
  

2. Easy to Use - FDA electronic inspection system is menu-driven to allow quick implementation of powerful program features.
  

3. Ad Hoc Reports - Menus are used to easily format and save management reports routinely needed and to generate spontaneous, unique reports for immediate management decisions.
  

4. Complaint Management - FDA electronic inspection system provides integrated input, ledger, assignment, and tracking for routine establishment complaints.
  

5. HACCP Support - Program provides a risk-based inspection frequency and accommodates thousands of Hazard Analysis Critical Control Point (HACCP) plans allowing an individual establishment's plan to be incorporated into that firm's inspection.
  

6. Reports - The Office System has a wide variety of reporting capabilities, including statistical analysis, graphical portrayal of management data, or incorporation into word processing applications.

Task 13

Problem Task

1. What are the responsibilities of housekeeping?

Housekeeping responsibilities-

· Guestrooms

· Corridors

· Public areas, such as the lobby and public restrooms

· Pool and patio areas

· Management offices

· Storage areas

· Linen and sewing rooms

· Laundry room

· Back of the house areas, such as employee locker rooms

Housekeeping departments of hotels offering midrange and world class service are generally responsible for additional areas such as:

· Meeting rooms

· Dining rooms

· Banquet rooms

· Convention exhibit halls

· Hotel operated shops

· Game rooms

· Exercise rooms

The general manager typically designates which areas housekeeping will be responsible for cleaning. However, if areas of responsibility cross department lines, the manager of those departments must get together and settle among themselves any disputes about cleaning responsibilities. The agreement among the managers is then reported to the general manager for his or her approval. A good housekeeping manager can efficiently solve problems with other managers, thereby relieving the general manager of day to day operational problems.

2. What is the relationship between housekeeping and front office?

The room’s divisions-

The rooms division is composed of departments and functions that play essential roles in providing the services that guests expect during their stay. In most hotels the rooms division generates more revenue than any other area in the hotel. The revenue center of the rooms divisions is the front office department. This department is usually the most important revenue center in a hotel. Other departments within the rooms divisions serve as support centers for the front office. These may include housekeeping, reservations, telephone, and uniformed service departments.

The housekeeping and front office department have a close relationship, to ensure that guests are roomed efficiently. They must cooperate and work efficiently in order to make sure that guestrooms are cleaned and ready for arriving guests.

3. What is the process of housekeeping to recycle dirty rooms for sale?

Rooms are recycled for sale according to the following process:

1. Each night a front desk staff produces an occupancy report.

2. The occupancy report lists the rooms occupied that night and indicates guests who are expected to check out the following day.

3. The next morning, the executive Housekeeper picks up this first and then schedules the occupied rooms for cleaning.

4. At the end of the shift, the Housekeeping department prepares a Housekeeping status report based on a physical check of each room.

4. Define and explain the room status report?

The room status report provides information on the occupancy or condition of the properties information on the occupancy or condition of the properties rooms on a daily basis. It is generated through two way communications between the front office and the house keeping department. The room status report is generally easy to read and uses simple codes to indicate room status.

5. What is the relationship between housekeeping, maintenance and engineering?

The engineering and maintenance division-

The housekeeping department works closely with the engineering and maintenance division to ensure that proper preventive maintenance procedures are carried out effectively. Since daily cleaning duties require that housekeeping personnel enter almost every guest room every day, the housekeeping department is in a position to identify maintenance needs and initiate work orders for engineering.

Housekeeping and maintenance-

In most nonlodging commercial buildings, housekeeping and maintenance personnel generally report to the same department manager. In most midsize and large lodging operations, the housekeeping personnel report to the room’s division’s manager, while engineering and maintenance are a separate division. In order to ensure smooth operation the housekeeping and engineering managers need to devote attention to improving the relationship between their departments.

6. What are the types of maintenance?

Routine maintenance-

Activities that are related to which the general upkeep of the property, require minimal skills. It is occurring outside a formal work order system, and for which no specific maintenance records are kept, such as sweeping carpets, washing floors, cleaning windows and cleaning guestrooms.

Preventive maintenance-

It consists of three parts: inspection, minor corrections and work order initiation. Inspections are performed by the housekeeping personnel in the normal course of their duties. Sometimes preventive maintenance identifies problems and needs beyond the scope of a minor correction.

Scheduled maintenance-

They are activities that are initiated at the property, based on a formal work order, which is a key element in the communication between housekeeping and engineering. 

Task 14 

Study Task

1. What is the relationship between the resource available to the housekeeping manager and the overall objectives of the hotel?

The executive housekeeper uses sources to attain objectives set by top management executives. These resources include: people, money, time, work methods, materials and energy. So, the executive housekeeper has to plan how to use these resources to attain the hotels objectives correctly.

2. What are the executive housekeeper’s most important planning functions?

The most important planning functions for the executive housekeeper is to clarify the department cleaning responsibilities and to map strategies for carrying out there responsibilities.

Planning the work of the housekeeping department begins with creating inventory lists of all items within each area that will need housekeeping’s attention. Preparing area inventory lists is the first planning activity because the lists ensure that the rest of the planning activities address every item for which housekeeping will be held accountable. Inventory lists are bound to be long and extremely detailed. Since most properties offer several different types of guestrooms, separate inventory lists may be needed for each room type. When preparing a guestroom area inventory list, it is a good idea to follow the sequence in which room attendants will clean items and in which supervisors will inspect items. This enables the executive housekeeper to use the inventory lists as the basis for developing cleaning procedures, training plans and inspection check lists.

3. How does the executive manager function fit into the overall process of management?

Top executives must plan the functions of the hotel in order to accomplish the objectives that will be attained by coordinating and staffing activities. Once members of the hotel staff have been selected, the management can direct the course of their work. The management must evaluate the extent to which the objective of the organization has been attained, which leads to organizing and controlling.

An important planning activity of the executive housekeeper is drafting the housekeeping departments operating budget. These expenses include labor, linens and laundry.

4. What are the different levels of service expectations that customers have?

There are two levels of service expectations that customers have:

1. Desired service, this is the level of service the customer hopes to receive.

2. Adequate service, this is the level of service the customer will accept. It represents the minimum expectations.

5. How are the customer service perceptions shaped and how influential is the housekeeping department in forming customer perceptions of service? 

Perceptions:

Customer service in terms of quality of the service and how they are satisfied with their experiences.

Service quality:

Reflects the customers perception of specific dimensions of service, reliability, responsiveness, assurance, empathy and tangibles.

RELIABILITY involves consistency of performance and dependability.

It means that the firm performs the service right the first time. 
Specifically it involves:

· accuracy in billing

· keeping records correctly

· performing the service at the designated time

RESPONSIVENSS concerns the willingness or readiness of employees

· to provide service. It involves timeliness of service:

· mailing a transaction slip immediately

· calling the customer back quickly

· giving prompt service (e.g. setting up appointments quickly)

ASSURANCE is the knowledge and courtesy of employees and their ability to convey trust and confidence.

EMPATHY is the caring individualized attention the firm provides its customers.

TANGIBLES include the physical evidence of the service:

· Physical facilities

· Appearance of personnel

· Tools or equipment used to provide the service

· Physical representations of the service, such as a plastic credit card or a bank statement

· Other customers in the service facility

Task 15

Problem Task

Explain what cleaning products should be used to clean the stains described in the task?

Have a function to remove rust, grease and heavy soil. Must be used in extreme care. Their abrasive properties can cause scratching on stainless steal.

Acid cleaners

Vary in strength. Weak citric acid is used to wipe stainless steel. Hydrochloric acid removes hard water minerals. All acid cleaners must be used with utmost cost. 

Degreasers

High alkaline detergent. Removes grease from exterior surfaces, exhaust ducts. They are alkali, chlorine or hydrocarbon solvent based.

Metal cleaners

They are essential oils or oil emulations that remove grease from pots and pans. When polishing all equipments must be rinsed thoroughly otherwise there may be some side effects.

Deodorizers

Used to remove unpleasant odors. It’s possible they may leave residue if not used properly.

Sanitizers

Have a specific role of destroying harmful pathogens. 

There are five different types:

Chlorine based

Inexpensive, used for warewashing. Active against all microorganisms and spores if used 25mg per liter with temperature less than 49 degrees Celsius.

Iodine based

Has a long shelf life. Are able to destroy most bacterial cells. They can cause stain and are relatively expensive. Should be applied in a concentration of 12.5mg to 1 litre.

Quats

Have a long shelf life. Relatively harmless and non irritating. Will not destroy microorganisms. Expensive and impractical. 

Acid anionic surfactants

Have a long shelf life and are active against most microorganisms. Odorless, non staining and highly effective. Should be used between 1 to 200mg per litre.

Phenolic sanitizers

Act primarily as detergents.

Cleaning maintenance people

Directly depends on its systematic approach to this resource. Managers must concentrate on systematic training that covers cleanliness standards as well as recommended methods, products and equipments used.

Cleaning specifications

Hard floors are relatively easy to clean. Applying a floor finish results in three major benefits, the floor gets a glossy appearance, the surface of the floor is protected, and finally it facilitates daily cleaning. Wooden floors need special attention. Wet vacuums, steam cleaning, extraction or rotary. 

Walls and ceilings

Wall coverings must be non toxic and have the ability to stand normal ware and tear. Walls and floors should be cleaned frequently. Proper cleaning should be used and the right proportions.

Lighting and ventilations

Foot candles. One foot candle represents one human per square foot (0.0015 watt). At least 10 foot candles at the distance of 75cm above the when cleaning. 20 foot candle needed for the areas where handling washing or handwashing is important.

Furniture, glass and decorative items

Curtains, draperies and upholstered furniture depend on the fabric needed to be washed or dry cleaned or hand washed. Upholstery can best be cleaned using dry foam soil extracted in order to shampoo and remove spills.

HYPOCHLORITES 

Because of their effectiveness and relatively low cost, hypochlorites are widely used in a multitude of sanitization operations, and have become a standard to which other sanitizers are compared. Hypochlorites exert their germicidal activity by inactivating vital bacterial enzymes. 

Their main disadvantage is that they are corrosive to metal surfaces including stainless steel. Hypochlorites also degrade in strength with time, are affected by the presence of organic matter and the pH or alkalinity of the water from which their use-solutions are prepared. Hypochlorites function best within the narrow pH range around neutrality 

(pH 5 - 7), since hypochlorous acid formed at that pH, is the chemical component which exerts the germicidal activity. High pH waters (>9.0) inhibits the sanitization effect of hypochlorites, requiring longer exposure times to achieve the desired results. 

IODOPHORS 

Iodophors exert their bactericidal activity in a similar manner to that of hypochlorites but to a less rapid degree. They attach themselves to proteins specifically those containing sulfur in their composition (cysteine) and inactivate them. Iodine solutions usually consist of elemental iodine which is complexed to carriers such as PVP (polyvinylpyrolidone) or non ionic surfactants. The iodine carrier provides a sustained-release reservoir of iodine, and the iodine stays bound to the carrier until the free iodine concentration in solution falls below a certain equilibrium level, before additional free iodine is released into solution. 

Their main disadvantage is that they can be highly staining on virtually any surface, work only within the acidic pH range and flash off at temperatures greater that 35 C. 

West-Agro in Kansas City, Mo is a prime manufacturer of iodophors and supports EPA registration for chemical manufacturers using their concentrates and EPA registered formulas. 

QUATERNARY AMMONIUM CHLORIDES (QUATS) 

The Quats have varied germicidal activity and are generally used in low-level sanitization. Their main advantages are that they are odorless, non-staining, non-corrosive to metals and are relatively non-toxic at use-dilution concentrations. As sanitizers they exhibit a wide latitude in germicidal activity when used in hard water and are effective over a wide pH range. 

Quats leave a non-volatile residue on surfaces to which they are applied, rendering the surfaces bacteriastatic for a given time. For this reason they are rarely used in dairies where cheese is manufactured; doing so could increase the risk of inactivating desirable bacterial cultures used in cheese production. 

ACID SANITIZERS 

Acid sanitizers have a broad spectrum germicidal activity and are very cost-effective to to apply. They are also relatively unaffected by organic matter. Because of their low pH, acid sanitizers have the added advantage of being able to react with hard water deposits as well as milk stone deposits, a common soil occurring in dairies and for this reason are ideal for use under hard water conditions. Because of their combined acid cleaning, free rinsing and sanitization properties, they are ideal for use in CIP (circulation-in-place) systems. 

ALDEHYDES: (FORMALDEHYDE AND GLUTARALDEHYDE) 

Aldehydes are extremely reactive chemicals which combine with and irreversibly denature key bacterial proteins. They are generally not used for routine sanitization and their application is restricted mainly to high-level disinfection. A 2% solution of either compound exhibits sterilization properties over a given period. 

Formaldehyde can leave residual films on the surfaces with which it comes into contact and therefore its use poses a potential health hazard. Formaldehyde films can also combine with certain food-containing components and impart an undesirable medicinal flavor. Because formaldehyde has been identified as a potential carcinogen, its use is declining and limited to specific applications. 

ALCOHOLS 

Alcohols exert their germicidal activity by denaturing bacterial proteins. In the absence of water, proteins are not readily denatured by alcohol and therefore a 70% solution of isopropyl alcohol is a much more effective sanitizer than the pure (99%) product. Isopropyl alcohol is capable of killing most bacteria within 5 minutes of exposure but is ineffective against spores and has limited virucidal activity. The main disadvantages towards the use of isopropyl alcohol is that it is flammable, and can not be diluted as quats or iodophors can and therefore is relatively expensive to use. 

PHENOLICS 

Phenolics are effective at sanitization and disinfection in the presence of biological fluids and are tolerant towards a certain level of organic presence. Their main advantage is that they are highly effective in destroying the bacteria causing tuberculosis. Phenolics suffer from the disadvantage that they are relatively expensive to use, and react with certain types of plastic surfaces. They are also difficult to oxidize and therefore difficult and expensive to dispose of in an environmentally suitable manner. 

CHLORINE DIOXIDE 

Chlorine dioxide is a powerful sanitizer and disinfectant which is produced by reacting sodium chlorite in solution with an acid. The yellowish-green gas produced in this reaction is allowed to remain in a closed system until it dissolves in the solution from which it was generated. The aqueous solution of chlorine dioxide is subsequently used for sanitization. Chlorine dioxide is 3 to 4 times as potent as sodium hypochlorite as a sanitizing agent and is generally effective against all bacteria and viruses. It does not have the disadvantages that sodium hypochlorite has with respect to corrosivity of metal surfaces. Its main disadvantage is that the extremely reactive nature of sodium chlorite from which chlorine dioxide is generated poses a serious and potential fire hazard. The complex and expensive equipment to generate chlorine dioxide on site requires a significant capital outlay and therefore its use is unattractive for routine sanitization to the majority of end users. 

Task 16

Problem Task

1. Describe step by step how a guestroom should be cleaned?

Step One

Wash the bed sheets and replace them with clean, fresh sheets.

Step Two

Take a look around and grab anything that belongs in another room in the house. If your guestroom is the last room you are organizing, be sure to put these items where they belong. If you are putting the items in rooms that you have not organized yet, don't worry about putting them away - just get them into the right rooms for now.

Step Three

Take a look around for any trash or recycling and dispose of them accordingly. If there is a wastebasket in the room, empty it.

Step Four

Take a careful look around for clutter. This means anything that is not useful to a guest and any knick knacks that you don't really like or need. Move all of these items to Clutter Central.
Step Six

Time for a thorough cleaning:

· Take window curtains down and throw them in the dryer to remove dust.

· Wash the windows and blinds.

· Vacuum, including using the crevice attachment to get into the corners and along the walls and use the extension attachment to clear dust and cobwebs from the ceiling. If you do not have carpet, wash the floor.

· Dust all surfaces, headboard, footboards, and knick knacks.

· Wash the overhead light fixture and ceiling fan blades

Organize Your Guestroom

Provide the Comforts of Home

Here are some things you can do for that little extra touch to really help make your guests feel comfortable:

· Make sure there are hangers in the closet for guests to hang up their clothes.

· Purchase a luggage rack to keep inside the closet so your guests will have a place for their suitcase.

· Make sure there are are extra pillows and blankets in the closet.

· Keep an extra set of clean sheets in the room just in case.

· Provide clean bath towels daily.

· Place a basket full of shampoo, conditioner, moisturizer, soap, and a variety of new, unopened toiletries so that if they have forgotten to bring something it will be at their disposal.

· Place an alarm clock and a box of tissues on the bedside table.

· If you know of any special accommodations your guests might require but feel uncomfortable asking for, take the time to provide them in advance. For instance, if your guest is elderly you might inquire about renting some special equipment to help them in the bathroom or if your guests have small children, be sure to have some toys and books for them.

Organize Your Guestroom - Daily Maintenance

Now that you have taken the time to organize your guestroom, let's talk about what you can do to keep it that way. Here are some rules to follow:

· Take the time to change the bed linens immediately after guests leave. If you wind up with an impromptu overnight visit, you'll be glad you did.
· Replenish the toiletries basket after each visit.

· Vacuum (or wash the floor) and dust thoroughly at least once each week.

2. Define and explain ergonomic and how is housekeeping related?

Ergonomics is the study of the relationship between the employee and the work place.  It is a developing body of knowledge whose goal is to provide and maintain a healthy “user friendly” environment.  Properly applied, ergonomic principles support each person's desire to find a place of individual comfort.

3. Explain what needs to be cleaned, periodically in the guestroom?

It is important to follow certain procedures when entering the guestroom that shows respect for the guest’s privacy. When approaching a guestroom, observe whether the guest has placed a do not disturb sign on the knob. Be sure to check that the door is not double locked from the inside. Never use a key to knock since it can damage the surface of the door. If a guest answers, introduce yourself and ask what time would be convenient to clean the room. Note that time on the status sheet or schedule. If no answer is heard, wait a moment, knock again and repeat housekeeping. If there is still no answer, open the door slightly and repeat housekeeping. If the guest does not respond after the third announcement, you can be fairly certain that the room is empty and can begin to enter. However, just because a guest does not answer doesn’t mean the room is empty, the guest may be in the bathroom or sleeping. If this is the case leave quietly and close the door. Should the guest be awake, excuse yourself, explain that you can come back later, close the door and proceed to the next room.

Guest Room Inspection Checklist:

Date:

Housekeeper/Inspected By:


Room #
	Guest Room Inspection Check List

	Item
	
	Item
	

	1.
Entrance Door

	Check door handles and locks to be sure they are working properly.
	
	The provincial hotel laws, room rate sheet should be posted on back of door.
	

	Check to see that room numbers are intact.
	
	Make sure that the "Do Not Disturb" card is on the inside door knob. 
	

	Door should be free of smudges and scratches.
	
	
	

	2.
Drapes

	Drapes are closed, all hooks in place.
	
	Drapes should be inspected inside and out for stains and damage. 
	

	Check drapes for smooth pulling action.
	
	
	

	3.
Beds

	Beds should be uniformly made so that spreads are even in appearance, pillows are the same size.
	
	Lift the spread to make sure the bed has been made properly.
	

	Check under beds for trash or guest articles.
	
	Beds and headboards should be aligned.
	

	4.
Furnishings (armoire, desk chair, wall mirror, air conditioner/heater, occasional chairs, nightstand, desk, wall pictures, telephone, television)

	Make sure that all furniture is free of dust and dirt.
	
	Check to see that all furniture is straightened.
	

	Lamp shades should be straight, with the seams facing the wall.
	
	Check the telephone for cleanliness. Instructions should be readable.
	

	Turn on the television to make sure it is working properly; check for cleanliness.
	
	
	

	5.
Lighting (swags, table lamps, bathroom, vanity and bedside lighting)

	Lamps and lamp shades should be free of dust.
	
	Check for proper wattage of light bulbs.
	

	Turn on all the lights to make sure they are operating.
	
	
	

	6.
Bathroom

	Floor, walls, ceiling and all fixtures should be free of mildew, dirt, hair, grit.
	
	Check to be sure shower curtain clips are in place, the curtain is open 6” from each wall, and the rod cover seam turned toward the wall. 
	

	Turn on the exhaust fan to be sure it is working properly.
	
	
	

	Check behind door for clothes hook.
	
	There should be two rolls of toilet paper on holders (and one on the back of the toilet). 
	

	All chrome should be shiny.
	
	
	

	Check that there are no unpleasant odours.
	
	Flush toilet to check for cleanliness and leaks.
	

	
	
	
	

	
	
	
	

	
	
	
	

	Date:
	Signature: 



	Guest Room Inspection Check List

	Item
	
	Item
	

	7.
Vanity Area

	Sink, counter and mirror should be free of mildew, hair, soap, residue.
	
	Check to see that there is a proper number of towels neatly folded on the towel rack.
	

	Chrome should be shiny.
	
	There should be two bars of soap in bath area (1 deodorant, 1 non-deodorant).*
	

	A clean ice bucket and four wrapped cups should be in the other corner of the vanity, optional liner on top of the bucket.*
	
	Clothes rack should be dust-free, with twelve hangers (6 suit, 6 skirt).*
	

	8.
Supplies

	Two waste baskets should be cleaned and in proper place.*
	
	Check the condition and placement of these items: Comment card, current Hotel Directory, Gideon Bible, Non-smoking tent cards (where applicable), stationary.*
	

	Check telephone books for soil and damage (be sure they are in their proper location).
	
	
	

	There should be three ashtrays (smoking rooms only).*
	
	
	

	9.
Floor, Walls, Ceilings

	The carpet should be vacuumed thoroughly.
	
	Check all corners, under beds, behind doors, around furniture and air conditioner/heater for trash and dirt. 
	

	Ceiling, walls should be free of dirt, damages, cobwebs, etc.
	
	
	

	Check baseboards for cleanliness.
	
	
	

	10.
Heating/Air Conditioning Units

	Check for air cooling and heating.
	
	
	

	11.
Critical Room Items (Should be checked daily)

	Television
	
	
	

	Heating & Air Conditioning
	
	
	

	Telephone
	
	
	

	Plumbing
	
	
	

	Bedding
	
	
	

	Lighting
	
	
	

	Door Hardware
	
	
	

	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	*customize for your property
	
	
	

	Date:
	Signature: 
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