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1. 0
SCOPE

This procedure will cover the processes involved in the checking in and checking of visitors from the hostels.

2.0 
 PURPOSE

2.1
To ensure efficient allocation of rooms to customers and are attended to professionally and with courtesy.


3.0      OBJECTIVES

3.1
To receive, allocate rooms to customers

3.2
To ensure that customers are comfortable

3.3
To ensure that customers check out as expected

, 

4. 0 
KEY PERFORMANCE INDICTORS


4.1      Reduced complaints from customers

5.0       REFERENCES

5.1      Hospitality procedure manual
5.1       KEMI quality manual
6.0       DEFINITIONS

None
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7.0
RESPONSIBILITY & AUTHORITY
7.1.0 Hospitality Manager.
7.1.1 Receives the approved budgets and requests for hospitality services

7.1.2 Identifies the type of accommodation required i.e. standard or 
executive type of accommodation and brief the Housekeeper on this.
7.1.3 Ensures rooms are ready for the checking in of customers

 7.1.4 Brief the customers on the Hospitality services including meal times, social amenities, Institute’s rules and regulation of importance to the clients. 
7.1.5 Liaise with the security officer on security of the customers and their    property.
7.1.6 Attend to the customers complaints, if any.
7.1.8   Ensure check –out of customers is effectively done. 
7.1.9 Update accommodation records.

7.1.10 Prepare monthly hostels room occupancy. 
7.2. Housekeeper
7.2.1 Obtains data on the number of visitors expected for visitors

7.2.2 Ensure availability of the type of accommodation required i.e. standard    or executive type of accommodation.
7.2.3 Supervise the room attendants as they prepare rooms to be used.

7.2.4 Ensures that check-in-check-out forms are available at the hospitality customer care desk.

7.2.5 Oversees the checking in of visitors and the issuance of room keys
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7.2.6 Attends to the customer complaints if any queries.

7.2.7   Oversees the checking out of guests.

7.2.8 Update accommodation records.
7.3. Room attendants
7.3.1 Receives the guest

7.3.2 Ensures the guest registers their personal information on the check in form

7.3.3 Escorts the guest to the room and ensure they are comfortable.

7.3.4 Attends to any complaint from the guests

7.3.5 Checks the room during check out time and ensures that keys are returned

8.0 
DETAIL OF PROCEDURES

8.1 
Receiving approved budgets and accommodation requests

  8.2
 Identifying the  type of accommodation required and  preparing the rooms required.

8.3 
Receiving, registering and issuing keys to guests
8.4
Escorting the guest to the rooms and ensuring they are comfortable.
8.3 
Answering any queries from the guests
8.5 
Brief the kitchen on the number of arrivals/departures.

8.6 
Checking out of guests and the submission of keys. 

8.7 
Updating accommodation records and forwarding  the guest lists to accounts department for invoicing.

9.0
RECORDS/APPENDICES

9.1
Rooms Occupancy Register
9.2
Check in-check out forms 
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1.0
SCOPE

This procedure refers to the processes followed in the daily and periodic cleaning of hostel rooms.
 2.0
 PURPOSE

2.1 
To ensure that cleanliness and general upkeep is maintained.
3.0
 OBJECTIVES

· To maintain the highest standards of cleanliness.
· Ensure facilities are ready for use.

4.0
 KEY PERFORMANCE INDICATORS

4.1 
Clean facilities 

4.2
Number of complaints received.

.
5. 0 
REFERENCES

5.1 
KEMI Quality Manual

5.2
Hospitality Procedure Manual

6.0 
 DEFINITIONS

     
 None

7.0
RESPONSIBILITY & AUTHORITY
 7.1 
 Hospitality Manager

7.1.1 
Ensures that cleaning materials and equipment are availed to the staff.
7.1.2 
Ensures that maintenance issues are dealt with and a follow up is done.
7.1.3 Ensures that cleanliness is maintained in the Institute.
7.1.4 Ensure that all rooms/classrooms are locked and the keys are in safe custody.
7.2
Housekeeper

7.2.1 Allocate work to the cleaners.
7.2.2 Provide cleaning materials and equipment
7.2.3 Inspect all areas cleaned.
7.2.4 Ensure that maintenance requirements noted are reported immediately to     the Maintenance Officer.
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7.2.5 Make sure that all rooms/classrooms are locked and the keys are in safe custody
7.3
Room attendants and Cleaners 

           7.3.1 
Cleaning of all seminar/classrooms, offices, washrooms, stairs and corridors.  

7.3.2   Daily cleaning of residential rooms.

           7.3.3  Locking  the seminar/classrooms, guest rooms.

8.0 
DETAILS OF PROCEDURE
8.1 
Allocating work to room attendants
8.2 
Collect ion of cleaning materials and equipment and wearing of protective gear

8.3 
Airing of the beds.

8.4 
Cleaning the bathrooms and toilets.

8.5 
Clean the floor and other surfaces.

8.6
Making of the beds and changing of bed linen if/when necessary ( to be changed twice a week or after the departure of a guest
8.7 
Cleaning the staircases and corridors.

8.8
Collection of toiletries and replenishing the rooms

8.9      Inspections of the rooms and signing of the work load 
9.0
RECORDS/APPENDICES

9.1
Duty Roster
9.2
Work loads

9.3
Material issuance register
PROCEDURE FOR THE CLEANING OF HOSTEL ROOMS
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1.0 SCOPE
This procedure covers processes involved in the cleaning of halls, seminar rooms, classrooms, halls and staircases.

2.0 PURPOSE

To ensure that the seminar rooms, halls and washrooms are clean at all times
3.0 OBJECTIVES

3.1 Ensure that the seminar rooms, halls and washroom are dusted and mopped

3.2 Ensure that furniture in the rooms/ halls is well arranged

4.0 KEY PERFORMANCE INDICTORS

Clean and well-arranged rooms, halls and washrooms
5.0.
DEFINITIONS


NONE
6.0   
REFERENCES

KEMI quality manual

Hospitality Procedure Manual

7.0      RESPONSIBILITY

7.1 House keeper: 

7.1.1
Assigning duties to the cleaners
7.1.2 Issuing cleaning materials and toiletries

7.2 Cleaners

7.2.1
Cleaning rooms
7.2.2 
Replenishing toiletries

8.0 DETAILS OF PROCEDURE
8.1 Cleaners are assigned to clean seminar rooms, corridors, washrooms and staircases
8.2 The cleaners collect cleaning materials and put on protective gear such as gloves, dust coats and gum boots.

8.3 Sweeping of the halls and corridors

8.4 Moping of the floor
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8.5 Dusting the surfaces
8.6 Empting the dustbins

8.7 Replenishing toiletries in the washrooms

8.8 Arranging furniture in the lecture halls and seminar rooms

8.9  Looking of halls and seminar rooms and returning the key to housekeeping office.

9.0   RECORDS AND APPENDICES

· Duty roster

· Materials issuance record

PROCEDURE FOR CLEANING HALLS, WASHROOMS AND PUBLIC PLACES 
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1.0 
SCOPE

This procedure refers to the processes followed in cleaning all dinning linen and beddings.
2.0 
PURPOSE

2.1
 Ensures the availability of clean beddings and table linen. 

3 .0 
OBJECTIVES

3.1 
To carefully launder all linen according to type.
3.2
 To receive dirty linen; issue clean ones and the transaction recorded in 3.3 
to ensure that laundry received or issued is recorded..

4.0
KEY PERFORMANCE INDICATORS

 4.1 
clean beddings and table linen

5.0 
REFERENCES

5.1 
KEMI Quality Manual
5.2
Hospitality procedure manual.
6.0 
DEFINITIONS


None

7.0 
RESPONSIBILITY & AUTHORITY 

7. 1 
 Hospitality Manager
7.1.1 
Ensures that the laundry avails clean linen when needed.
7.1.2   Carries out periodic stocktaking in the laundry.

7.1.3 
Ensures that all maintenance requirements are reported promptly.
7.1.4   Ensures that high standard of cleanliness is maintained in the laundry       room.

7.1.5    Ensures that the laundry is running smoothly. 
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7.2      Housekeeper
 7.2.1 
Draws out a work schedule of all laundry staff.
7.2.2 
Keeps stock of all the linen in the laundry.
7.2.3 
Ensures all linen is in good condition.


7.2.4 
Reports any machine repairs required. 
7.2.7   Ensures that high standard of cleanliness is maintained in the laundry       room.

7.2.8   Ensures that only authorized staffs enter the laundry and safe custody of      the 
laundry keys is maintained.
7.3 
Laundry Attendants
7.3.1 
Liaise with room attendants on delivery of soiled linen to the   laundry.
7.3.2   Receive and record dirty linen, Issue and record clean linen.

7.3.3   Sort linen according to type and launder accordingly.

7.3.4   Repair of any torn linen.
7.3.5   Iron linen and fold neatly.
7.3.6
Arrange clean linen in the linen store.
7.3.7
Clean the laundry equipment according to manufacturer’s instructions.
7.3.8
Clean all surfaces in the laundry.
8.0
 DETAILS OF PROCEDURE

8.1 
Preparation of work schedule and assignment of duties and tasks.
8.2
receiving of dirty linens and recording it in in the linen register

8.3
Sorting out the linen according to type, launder and iron as required.
8.3  
Repair of any torn linen.

8.4 
Storing and recording of clean laundry
8.5
Issuance of clean laundry.
8.5 
Updating of  laundry records. 

9.0
RECORDS/APPENDICES

9.1
Laundry Book.
9.2
Stock Sheet.
PROCEDURE FOR LAUNDRY OF BED AND TABLE LINEN
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Receiving, registering guests and issuance of room keys
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Checking out of guests and submission of keys





Updating of accommodation records and forwarding of guest lists to accounts for invoicing
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Store, record, and issue clean linen.





Sort linen according to type, launder and iron as required.








Receive and record dirty linen.
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