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No part of this manual may be photocopied or adapted without written permission from the Ministry of Gender & Development, Republic of Liberia
TRAINING MANUAL (Theory & Practical)

HOSPITALITY SERVICES

Dear Trainee

Congratulations… you have made the right decision to be part of this training that will help you get the right job for which you may have been looking for the past years and help you to become a successful entrepreneur. You are at the RIGHT place and on the RGHT path in achieving your personal career goals.

The Hospitality Framework is designed to enable you to acquire a range of technical, practical, personal and organizational skills valued both within and beyond the workplace. You will also acquire underpinning knowledge and skills related to work, employment and further training within the hospitality industry. Through the study of these subjects, you will gain experience that can be applied to a range of contexts, including work, study and leisure and that will assist you to make informed career choices

During the six months, you will acquire the basic skills by means of classroom presentations and PRACTICAL ON THE JOB TRAINING... The basics that need to be covered are:

· Hospitality industry

You (many of whom are already mothers) will be taught on how to develop a career in the hospitality industry, mainly focusing on hotels.  You will be given guidance in balancing you to responsibilities within your industry. 
· Hotel operational departments[functions, duties and job descriptions
· Front office
· Reception 

· Concierge / porter/ bellhops
· Reservations[forms part of support]

· Food and beverage

· Restaurant Service 
· Food preparation and cooking

· Room Service

· Conference and Banqueting Accommodation services

· Housekeeping

· Public area cleaning

· Support services
· Guest services 
You will become familiar with the basic concept and fundamentals of guest service in hospitality. You will have accurate information enabling you to make informed decisions about guest services. In addition, trainees will know how guest pays the salaries of those working in the hospitality industry.
· Eco-tourism/Tourism
You will also become familiar with the basics of good skills in eco-tourism. You will understand the importance of eco-tourism and the benefit to your country’s economy and growth. As trainees, you will know the types of eco-tourism.  In addition, you will know how to access multi-sect oral services when needed.

· Emergency procedures

You will also become familiar with what emergencies are and how to react during cases of emergency. You will understand the importance of all participants in case of an emergency and what benefit it has to your establishment. As trainees, you will know the types emergencies. You will practice basic safety measures. In addition, you will know how to access all relevant departments related to safety, security and emergency.

You are required to work through these guidelines in the manual one module at a time. First, read Module 1 in the theory manual and then work through Module 1 in the practical manual. Make sure that you understand everything in Module 1 before going on to the next Module 2. 

Remember to contact your trainer and/or coach if you have any problems going through these guidelines.

We wish you success and all the best!

How To Be A Professional

Even if you are able to find a job or start a business, it’s not easy to keep it. You must practice professional behavior if you want to succeed. Follow these 10 tips:

1. Be punctual.

Always show up for work early. Being on time if the first key to success. 

Know how to manage your time.

2. Be respectful.

Demonstrate respect to your employer, supervisor, co-workers, and customers. People without respect will never make it as a professional.

3. Have a positive attitude.

The power of a positive attitude is strong. Always have a positive attitude with your job or business—it will carry your far!
4. Demonstrate honesty & integrity.

Never lie. Be someone your boss, co-workers, and customers can trust. 

Be the best person you can be. Be a woman of substance!

5. Always communicate.

If you don’t understand something, ask questions. If you need to talk about something with your boss or co-workers, do it. If you are going to be late or something happens, call your boss immediately—don’t wait.

6. Have discipline.

Work hard to accomplish your job. Follow the rules and don’t make excuses. Be responsible—be someone your boss and co-workers can depend on. 

Pay attention to detail and quality. Hold yourself to the highest standards. 

7. Be proactive.

Always move on to the next task to make yourself helpful. If you see something that needs to be done, do it. Don’t just sit there, do something positive! Make the most of your work.

8. Be a team player.

Whether on the job or in your business always remember: United we stand, divided we fall. Work together with your co-workers to solve problems and do the best job.

9. Find the balance.

Balancing your home responsibilities with your work responsibilities is not easy. You need to make a plan for this with your partner, family, and friends. 

10. Plan ahead.

Professional people are organized people. They plan weeks, months, and even years ahead. Make your professional plans and stick to them!

Methodology

This manual is designed specifically for the EPAG trainees. The manual includes instructions for facilitators at the beginning of each session as well as a user friendly practical manual for the EPAG trainees so that trainees can follow along in classroom sessions while also being guided by the instructor. 

Each Session lists the course overview which gives a picture of:
· Topics covered,

· The time of the session, 

· The purpose of learning the session topics, 

· Materials needed during the session, 

· The specific objectives that will be covered and 

· The specific type of methodology to be used during the session. 
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Lesson planning

	Module 1
	32 hours

Session
	Practical

	Session 1: Course Overview
	1 hour
	2 hours

	Session 2: Introduction to hospitality
	2 hours
	6 hours

	Session 3: Hotel types and classification
	1 hour
	2 hours

	Session 4: Hotel Departments, Functions and Duties
	2 hours
	4 hours

	Session 5: Front Office and Reception
	4 hours
	8 hours

	Module 2
	80 hours

Session
	Practical

	Session 1: Restaurant, Bar and Banqueting services
	12 hours
	24 hours

	Session 2: Room Service
	6 hours
	10 hours

	Session 3: Housekeeping 
	6 hours
	10 hours

	Session 4: Concierge
	2 hours
	2 hours

	Session 5: Safety and Security
	2 hours
	6 hours

	Module 3: 
	50 hours

Session
	Practical

	Session 1: Nutrition
	4 hours
	4 hours

	Session 2: Food Preparation
	10 hours
	16 hours

	Session 3: Tourism
	6 hours
	10 hours


MODULE 1 (32hrs)

Session i: course overview
· Getting to know each other

· Classroom organization and management

· Classroom rules and guidelines

· Role of the trainee

· Trainee expectation and potential challenges

· Classroom participation

· Training manuals (Theory and Practical)

· Job skills

Duration: 1hr
Purpose:

· Provide an overview on the course of study

· Provide trainees with a platform and environment that is conducive to build and develop relationships 

· Provide opportunity for trainee involvement in classroom management 

· Familiarize trainees with the modular components of the two manuals 

Objective (s): At the end of the session, trainees will be able to:

· Identify in class at least five persons and describe things they like

· Identify classroom leaders to assist with organization 

· Brainstorm to come up with classroom rules and compare it with those prepared by trainer

· Discuss the role of trainee

· Develop and select appropriate classroom rules

· Compare  and decide on classroom rules with the one’s developed by the trainer

· Produce a list of trainee expectations

· List potential challenges during the training period

· Have a better understanding of job skills 

· Discuss and encourage class participation

· Develop an environment conducive for building relationships

Methodologies / Application: 

· Game (name game)

· Brain storming on classroom rules

· Working in groups discussing expectations, role of trainee and potentials challenges

· Class discussion and role play on class organization and management    
· Guest Speaker on successful learning

Materials: 

· Black board

· Flip chart and pens

· Manual: Module 1
Practical Manual Work: 2hrs
Lesson:

A. Classroom Guidelines

The classroom guidelines are directed towards classroom discipline and professionalism in the classroom preparing you for the place of work. Some of the guidelines include:
· Support each other

· Be confident…ask questions! 

· Attendance

· Punctuality

· Starting on time

· Speaking one at a time

· Leaving class for short or long periods

· Use of cell phones

· Smoking /eating in class

· Respect for one another

· Class participation
· “I do, We do and You do”
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B. Job Skills

What Are Job Skills?

Job skills give you enough knowledge to be able to provide products and service of world standard.
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Example:
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Fatu needs to:

· Learn the skills she needs in how to live her life and do her job well.

· Get the experience by practically doing the job.

· Learn the important ideas that will give her the understanding to know the trade.

As a front office receptionist, she needs to know how to …
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The skills will help her to 

Other things that skills will help Fatu get:

· Practical work experience
· Communicate with other people successfully

· Do well at solving problems
· Be a good citizen
We all need to be able to work with numbers, communicate with other people well and solve life’s problems. If you can do all these things, and do the job that you are qualified to do, then you have a much better chance of success in your job and life.

C. Successful Learning

How can you do well in learning?
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Session 2: introduction to hospitality
Duration: 2hrs
Purpose:

· Be able to know the meaning and the scope of hospitality and the industry

· Have a basic knowledge on hotel management

Objective(s): After trainees have completed this training session will be able to:
· Discuss the meaning and the scope of hospitality and the industry 

· Explain the concept business and profit 
· Demonstrate professional skills in hospitality

· Choose  career paths in  hotel management

· Identify the needed job skills required

· Develop a plan on how to achieve these job skills

· Study the success factors in job performance 

· Illustrate a basic knowledge on hotel management
· Discuss inner beauty and self-worth
Methodologies/ Application: 

· Role play on a scene in restaurant serving guests
· Group discussion on hospitality as a business and the need to make profit

· Role play in demonstrating various skills used in various departments
· Guest speaker(s): Restaurant, hotel, and tourism focusing on job performance success factors
· Guest Speaker; Topic: Professionalism and Ethics
· Use graphics in Power Point presentation displaying various aspects in hotel management

· Work in groups identifying the success factors in acquiring the needed skills
· Group discussion on the importance of inner beauty and self-value and poster creation of good personal qualities
Materials:

· Black board 

· Flip chart 

· Manual: Module1
· Handouts
Practical Manual Work: 6hrs

Lesson: 

A. Introduction to hospitality
The hospitality industry is divided into various divisions and sub-divisions. You will hear people use terms such as facilities, outlets, and operations. Each outlet in the hospitality industry has a functional area that indicates the types of service and product that the outlet offers. An outlet will have some of the following areas:

· Food Preparation

· Food Services

· Accommodation Services

· Front of House
· Back of House
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What is hospitality?
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B. Hospitality as a business

You can earn a living in hospitality. You can get a job as a professional housekeeper, receptionist, etc and earn a decent wage. In addition you can open up a cook shop, bar, tourist information center, restaurant and make plenty money. Guests pay for the quality services hotels provide which serves as income from which salaries and other operating expenses are paid. Guest satisfaction is PRIORITY.
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Hotel industry 
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C. Professionalism in hospitality industry 

The hospitality industry is a service-based profession in which every member is responsible up the profession’s good reputation, whether they are a cook, waiter, room attendant or manager. Professional people enjoy what t hey do and try to do it well. They conduct themselves confidentially and calmly. They are alert and serious about their work. They gain enjoyment from knowing that they do their job well and from being part of a team that works efficiently. 
You therefore must acquire the necessary skills to do the job. In order to meet your guest’s expectations you will need to learn to anticipate their needs and always exceed those expectations.  Members of this industry are expected to provide a consistently high standard of service. The service they offer, no matter where they work, should be honest and ALWAYS PUT THE CUSTOMER FIRST. The job requires you to dress appropriately for the kind of work you are doing. Guests expect service at their table that look neat, quiet and planned. Always treat guests with dignity and respect. Professionalism and ethics are essential qualities in someone employed in the hospitality industry.
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Careers in the hotel industry
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Positions in the hospitality industry
	Food preparation

· Kitchen assistant

· Commis Chef (trainee chef)
· Chef de Partie

· Sous

· Executive Sous chef
	Food and drink services
· Bar person

· Waiter

· Maitre d’ Hotel

· Restaurant Manager

· Functions Manager

· Food and Beverage Manager

	Accommodation
· Housekeeping manager

· Housekeeper

· Room attendants

· Laundry Supervisor
	Front of house
· Porter

· Concierge

· Receptionist

· Front  Office Manager

	Back of house(supporting)
· Maintenance

· Reservations

· Accounts/Finance Department

· HR

· Purchasing/Purchase Controller
	· IT

· Sales & Marketing




Choosing a career requires careful though and preparation.                                                                              
The following will help you to:
· Conduct a self-assessment
· Identify possible career choices
· Gather information on each choice
· Evaluate your choices
· Make your decision
· Plan how you will reach your goal

Describe the market demand

E. Job performance and skills
        Job Performance Success Factors 



                   Skills to Acquire
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F. What is ethics?

1. Hospitality ethics
The term "Hospitality Ethics" is used to refer to two different, yet related, areas of study:

1. The philosophical study of the moral obligations that hold in hospitality relationships and practices. 

2. The branch of business ethics that focuses on ethics in commercial hospitality and tourism industries. 

3. Whereas ethics goes beyond describing what is done, in order to prescribe what should be done; Hospitality Ethics prescribes what should be done in matters related to hospitality. Hospitality theories and norms are derived through a critical analysis of hospitality practices, processes, and relationships; in various cultures and traditions; and throughout history. Ultimately, hospitality theories are applied, and put to practice in commercial and non-commercial settings.

As a standard of conduct, hospitality has been variously considered throughout history as a law, an ethic, a principle, a code, a duty, a virtue, etc. These prescriptions were created for negotiating ambiguous relationships between guests, hosts, citizens, and strangers. Despite its ancient origins and ubiquity amongst human cultures, the concept of hospitality has received relatively little attention from moral philosophers, who have tended to focus their attention on other ethical concepts, e.g. good, evil, right, and wrong.

In many ways, these standards of behavior have survived into the present day in the commercial hospitality industry, where descendents of the ancient ideas continue to inform current standards and practices.

Hospitality ethics in practice:
When a local hospitality industry flourishes, potential ethical dilemmas abound; that is there are opportunities for both good and bad behavior. The behavior will have an effect on industry practices and subsequently on the environment? On the host community? On the local economy? On citizens' attitudes about their local community; about outsiders, tourists, and guests? These are the kinds of questions that Hospitality Ethics, as a version of Applied Ethics, might ask. Since Hospitality and tourism combine to create one of the largest service industries in the world, there are many opportunities for both good and bad behavior, and right and wrong actions by hospitality and tourism practitioners. Ethics in these industries can be guided by codes of conduct, employee manuals, industry standards (whether implicit or explicit), and more. Here are some of the factors that may influence work ethics.
2. Work ethics
Work ethics is a set of values based on hard work and diligence. It is also a belief in the moral benefit of work and its ability to enhance character. For example, a work ethic may include being reliable, having initiative, or maintaining social skills. Workers should exhibit good work ethics. In so doing, they may have an opportunity to step in better positions and ultimately promotion. Workers, who fail to exhibit good work ethics, fail to provide fair value for the wage the employer pay them and should not be promoted or placed in a position of greater responsibility.

Factors influencing work ethics                 
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G. Inner Beauty and self-value

What is inner beauty and why is it important?

Inner beauty means valuing oneself and self-worth .

Explain that sometimes girls are chosen for jobs because of their good looks. 
Ask the trainees if they think this is fair? Have a discussion with the trainees about the qualities that should be looked at when hiring girls and women. 

Ask the girls to express the qualities that they have with each other that would make them good workers. Tell them to choose qualities from within and not physical looks.

Have each girl create a poster with words and pictures expressing their best qualities of why they should be hired.

Session 3: hotel types and classification
Duration: 1hr
Purpose: 

· Provide an understanding of how hotels are rated and what  makes them distinguished 

Objective(s): After trainees have completed this training session will be able to:

· Differentiate between types of accommodation, e.g.  commercial hotel and a resort

· Identify the various types of hotels and accommodation available in Liberia

·  Describe physical features of  accommodation types

· Have an understanding on hotel management 

Methodologies/ Application: 

· Group discussion on how best to attract customers to the hotel and resorts

· Field visits to at least two accommodation types
· Field visit; Topic: Hotel classification, Handouts- Hospitality sectors and their services and Hospitality career and employment opportunities.
· Group work on classification of hotels 
Materials:

· Black board and chalk

· Flip chart 

·  Pens and markers

· Handouts
· Manual: Module1
Practical Manual Work: 2hrs
Lesson: 

A. Types of hotels
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Motel
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Resort

Conference Center
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How do you identify these hotels and accommodation services?
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      Mamba Point Hotel
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Hotel classification
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            How do you classify hotels? In most cases, hotels must meet criteria set by the hotel industry. 
.
How would you rate the following hotels?

	
	One Star  
	Two Star   
	Three Star   
	Four Star  
	Five Star



	Kendeja Resorts and Villas


	
	
	
	
	

	Mamba Point Hotel


	
	
	
	
	

	The Cape Hotel


	
	
	
	
	

	The Royal Hotel


	
	
	
	
	

	Golden Key


	
	
	
	
	


Session 4: hotel departments, functions and duties
Duration: 2hrs
Purpose: 

· Provide an overview of the functional areas of a hotel within the organization structure
· Provide roles and duties of various persons performing these functions
· Engaging environment where trainees will apply knowledge 

Objective(s): At the end of this training session, trainees will able to:  
· Sketch the organization structure of a hotel

· Identify the various functional departments in a hotel

· Identify which departments have direct contacts with guests

· Describe the scope of work and responsibilities of each department

· Apply basic knowledge in performing level one training 

· Visit and research jobs available in hotel departments

Methodologies/ Application: 

· Do a graphical presentation of  hotel departments on a chart

· Simulation -  day to day hotel operations  

· Work in pairs on various activities in respective departments
· Video clip on a guest services experience

· Role play comparing functional areas and the link to guest satisfaction
Materials:

· Black board and chalk

· Flip chart 

·  Pens and markers

· Manual: Module1
Practical Manual Work: 4hrs
Lesson:
A. Hotel organization structure 
In most cases, there are several layers of managers in a hotel.  The general manager is responsible to make sure the hotel is profitable and meet industry standards. In a large hotel, the deputy manager follows the general manager. Each functional department has a manager with supervisors and crew staff. 
A typical hotel organization structure has four to five functional departments. These functional areas include Front office, food and beverage service, accommodation, food preparation, and support service. 
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          FUNCTIONS
B. Functional areas
The Front Office: 
This is often the first area that customers meet and it gives them their first experience of an establishment. This means that the attitude and hospitality of people who work in this area, for example, the porters and reception staff, is very important. In order to give a positive impression, there should always be someone who is helpful and ready to meet guests as they arrive. The area must also be kept clean at all times. 

Food & Beverage (Restaurant, Room Service, Functions & Bar):

The food service functional area is for the provision of food and drinks to customers. Some outlets offer a variety of styles of food and beverage services to try to meet as many of their needs of their customers as possible. Others specialize in serving a particular style of food and drink. Coffee shops, deli cafes, bistros, pubs, cocktail bars and restaurant offer very different style of drink and food. Some of the outlets specialize in serving healthy food and non-alcoholic drinks, while others offer alcoholic drinks and food that is heavier and more popular like steaks and chips. Outlets need the proper crockery, cutlery, glassware to serve their products.
Conference and functions also form part of this functional area. This area offer large groups venues for their conferences, seminars etc. Special bookings are required to make sure guest’s needs are being attended to in full. Guest do not order food from the menu, buffets are always served.
Conference – when a group of people are gathering for either launching of new products, implementing new strategies etc. This need additional equipment such as stationery screens etc.

Banqueting- when a group of people comes for dining purposes [parties, cocktails, weddings].  Special arrangements are made [flowers, DJ, dance floor]. Much detail is gone into [color scheme, chair covers, centre pieces.]
Room service is responsible for the service of food and drinks to guests’ rooms. 

Accommodation:

This area covers all the people and activities associated with the establishments where people can stay.  A variety of accommodation is available to local customers and tourists. Accommodation range from simple, inexpensive rooms to the most expensive and luxurious suites. Accommodation must offer certain amenities if customers are to be comfortable. The bedroom should have a comfortable bed made up with clean linen; there should be a mirror with good lighting and a bathroom with a toilet, shower and hand basin with hot and cold running water. Luxury accommodation provides air-conditioning, television and radio with a number of channels, a telephone in the room and a swimming pool on the property. Some guests prefer bush camps with few modern amenities. These guests enjoy natural surroundings with no TV, radio or telephone to disturb their peace. 

The housekeeping is in charge of keeping track of the hotel’s inventory housekeeping supplies. The main function of this department is to make sure that rooms are clean and laundry is done.  They are also responsible to see that the public areas are clean and look attractive.

Support Department:

The service department main function is to service the other departments.  This is an area with activities that helps to keep an organization running, but guests do not enter it. What happens here supports the parts of the hotel and restaurant that guests do see and experience. Examples of supporting departments are finance, personnel, maintenance, marketing and security.  On occasion, non-service departments do make guest contact, as accounting corresponds with a guest about an overdue bill or maintenance fixing lights or TV’s in the room.  
C. The importance of hotel departments, functions and duties 

 The departments are to coordinate the affairs of the entire hotel. All departments’ functions and duties are important in that, they work together as one with different functions. Some department of the hotel has no direct contact with the guest. Their main functions are to serve those departments that do with so many facts of the hotel business.   

Session 5: front office and reception
Duration: 4hrs

Purpose:

· Provide a basic understanding of front office operations
· Provide skills training needed for front office operations
Objective(s): At the end of this training session, trainees will able to:  
· Demonstrate skills needed to run the front desk  (telephone handling, guests reception, guests complaints)
· Identify skills needed to operate front desk

· Describe front office procedures

· Sketch the front office area and brainstorm on improving front office image
· Describe front office safety procedures

· Demonstrate cash handling procedures 

· Demonstrate basic computer literacy using the POS system for data entry and processing

· Set up process for paper handling
· Discuss the process of handling guest complaints

· Identify ways of dealing with valued of guests

· Demonstrate skills receiving national and international guests
Methodologies/ Application: 

· Role play on (a) receiving guests, (b) handling guests complaints (c) meeting guests expectations

· Role play on receiving international guests and following safety procedures 

· Do PowerPoint presentation displaying the process in entering data into a POS

· Visit a hotel:  Learn and write a report about their POS system

· Group work on telephone skills and listening skills

· Group discussion on rendering quality services

· Field visit: Do an assessment on receiving and handling of guests

Materials:

· Black board and chalk

· Flip chart 

· Pens and markers

· Manual: Module1
Practical Manual Work: 8hrs                                                                  
Lesson:

A. Receptionist skills
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The receptionist must have the skills in meeting the guest’s needs.  This person provides guest information’s about the hotel and the services they render.  If there are more details needed by the guest, the receptionist turns the guest over to her boss.  Some basic functions performed by the front desk receptionists are: 
B. Roles, functions and duties of a front office receptionist 
· Answer telephone, check and direct calls

· Take and relay messages

· Provide information to callers

· Check in guests  and inform them about the facilities the hotel has 

· Check in groups
· Direct guests to correct destination

· Deal with queries and complaints from the guests and public
· Tidy and maintain the reception area

· General administrative and clerical support

· Work directly with concierge/ bellhops/ porters
· Prepares letters and documents

· Receive and sort mail and deliveries

· Schedule appointments

· Maintain appointment dairy either manually or electronically

· Make external bookings for guests
C. Front office standard operating procedures

Front office area

The front office area must be clean, well-ventilated, well space-up, and have good working equipments and materials. The front office need to have quality and professional staff and quality equipments to ensure good and quality work. It must have good space for documents and the staff for quality control.  
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Receiving guests 
Receiving guest is an important factor for the front of house. The bellhop receives guest luggage and takes them to the receptionist desk for check in. The guest will receive the key for their room, their room number, and other information required of the hotel. The bellhop will then take the guest to their rooms and wish them a pleasant stay at the hotel.  

What is a guest?

A person who spends some time at another person's home in some social activity, as a visit, dinner, or party. 

A person who receives the hospitality of a club, a city, or the like. 

A person who patronizes a hotel, restaurant, etc., for the lodging, food, or entertainment it provides. 

an often well-known person invited to participate or perform in a regular program, series, etc., as a substitute for a regular member or as a special attraction

Handling guests complaints
· Role play on (a) receiving guests, (b) handling guests complaints (c) meeting guests expectations

· Group discussion on rendering quality services

· Visit a hotel and do an assessment on receiving and handling of guests

Good receptionist practices

These are good practices and skills of a receptionist:

· Good key boarding skills

· Excellent oral communications skills, especially he using the telephone

· Command of basic filing rules and principles

· Ability to follow instructions

· Ability to carry through tasks without close supervision

· Ability to handle detail accurately

· Ability to work in an organized and systematic manner

· Basic office skills

· Front office safety & maintenance

Guest satisfaction

Show empathy/care with customers. This helps them feel welcome and recognized. Anticipate the customers’ needs. Stay calm. Always have an answer. Pay attention to detail. Satisfied guests always return for more. Unhappy guests never come back. 
Guest services includes:  
Greet, acknowledge, respond to customer needs, assisting customer’s complaints, follow-up, etc.
Guest satisfaction is meeting and exceeding guest’s expectations. These expectations involve guests:
· Privacy

· Safety

· Care and handling
· Quality service
· Maintaining a legal relationships with guests and other patrons
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Module 2: 80hrs

Session 1: restaurant, bar and banqueting services
Duration: 12hrs
Purpose: 

· Provide a basic understanding on restaurant , bar and banqueting services and standard operating procedures

Objective(s):  After trainees have completed this training session will be able to:

· List various  job descriptions

· State the role of a waitress and bar attendant
· Describe the features of a bar and restaurant

· Develop a menu

· Develop a budget for purchases

· Conduct inventory and quality control

· List the steps in cleaning  and maintaining equipment 

· Organize work station area

· Develop cleaning procedures

· Demonstrate skill serving at a table

· Illustrate how to serve present food and wine

· Identify the various types of beverages

Methodologies/ Application:   

·  Role play in: serving guests at table, counter service, and bar service
· Power point presentation on banquet service

· Class discussion on effective waiting at the table, efficient service delivery, and handling guests complaints
· Work in groups demonstrating the various restaurant standard operating procedures

· Group work  on developing a breakfast, lunch and dinner menu
· Work in pairs role playing various jobs in a restaurant setting
· Field visit: Field visit to various restaurants practicing the POS system
Materials:

· Black board and chalk

· Flip chart 
· Pens and markers

· Manual: Module2
· Handout Developing A Menu
Practical Manual Work: 24hrs
Lesson:

A. Restaurant Services
1. Efficient service delivery

Make sure the restaurant is clean, tables correctly laid up, sideboards checked and stocked, and ready for guest service 15 minutes before service time. Guests are greeted and seated upon entering the restaurant. Guests should have completed a full breakfast within 30 minutes of having been seated. Complete billing procedure as soon as you see guest is ready to leave after the 30 minutes. 


2. Role of the restaurant Manager

The role of the restaurant manager is to see quality standards and service render by his staff. He checks his waiters when delivering food to guest and do more training for his staff if necessary. The restaurant manager also checks the service done in the guest rooms. He always looks for quality standard and output from his staff. The restaurant manager also makes sure that there is sufficient supply of equipments. Whenever there is need of employment of new staff, the restaurant manager forwards the information to the personnel department.


Restaurant Manager talking 
to Chef about the menu
3. Role of the waiters
· Waiters report to the Maître d’hôtel. 

· They set up dining areas, including laying of tables, and service and clear away meals and beverages in an efficient and friendly manner.
· Waiters work closely with the kitchen, bar and reception staff to ensure that customers’ needs are met. In some establishments, the waiter is expected to only take orders.

· In more select restaurants, the waiter is also expected to recommend dishes and wines to guests. 

· Should be knowledgeable on the menu and know what items are out of stock.

· Must be familiar with items on specials. 

· Know the main ingredients and cooking method for each item. 

· Dishes suitable for vegetarians. 

· What variations of dishes accompany a main meal e.g. rice, chips, bake potato. 

· Price of each dish.

4. Waiter service skills 

Skills acquirement:

1. Complete linen requisitions form

2. Follow dry stores requisition procedure 

3. Complete a requisition form 

4. Knowledgeable of all menus

5. Follow food and beverage checklist

6. Identify the types of glasses

7. Demonstrate how to set up a guest table

8. Be able to work on a P.O.S (point of sale) system

5. Waiting at the table

Method: 

· Present the menu to the guests, ladies first, then gentleman and lastly the host. 

· Menus must be clean and in good condition. 

· Menus must be presented open and given from the right hand side of the guest. 

· Wine list must be handed to the host of the table. 

· When taking an order one must start with the ladies, both starters and main course orders must be taken from each guest.

· A docket must be filed in correctly separating starters and main course for each guest. 

· All the menus must be collected from the table. 
· The waiter must be able to punch in the order on the point of sale stating any special

        requests. 
· The waiter must check with the kitchen / pass manager if docket has been printed.

Quick tips: 

When clearing plates from the table there are two important things to remember: 

· The first point to note is that of professionalism. Service at a table must always look neat, quiet and planned.  Do not inconvenience the guest. Clear from the left, this will allow you not to cross your hands in front of the guest
· The second point is cleanliness and safety. Cleaning the table could be done in such a way that there is no chance of dropping food equipment. Passing plates to the next service staff member should be done in such a way that they will be able to do their job quickly and correctly.

6. Operating a POS system - data entry and processing cashier 

 


POS-Point of Sale System                
What is POS?              

The Point of Sale System also called an Electronic Point of Sale and is used in hotels to process orders and payments. The features of the POS is type-screen and with a mouse/keyboards.  
How it works? 

The POS system uses a SWIPE CARD to open and take guest orders. The waiter enters the guest order into the POS. When the guest order comes to the POS, it is sent to the kitchen in a form of fax. This system makes work easy for the waiter. The POS is use by the food & beverage department.

Advantages:

· Time efficient, it minimizes time delaying in processing guest orders.  

· The kitchen immediately gets the order once it is send to the kitchen via the POS. 

· The department have records of all sales made and can keep track on the restaurant’s income

· Promotes professionalism because guests get professionally printed bills

· It’s an additional skill you acquire throughout your service time

7. Developing a menu

The restaurant menu must have: 

· Separate section for wine list and beverage list 

· Free standing, printed in appropriate local language and English

· Lunch and dinner items in separate sections

· Prices listed (in figures or words)

Wine Menu


Consider these following factors when compiling menus


· Season
· Price/Suppliers

· Clientele

· Demand

· Trend

· Location

· Climate
Breakfast Menu

	

	
	Fresh Orange or Ruby Red Grapefruit Juice 

Two Eggs Any Style 

With Choice of Bacon, Ham or Sausage 

Choice of Breakfast Pastries, Muffins, Bagels or Toast Preserves, Honey and Sweet Butter

 Choice of Coffee or Tea



8. Restaurant Layout


9. Staffing the restaurant

The following factors need to be taken into consideration when staffing the restaurant

· The type of guest coming to your hotel

· How many guests do we have in the hotel daily

· Functions that is taking place during the week

· Strength and weaknesses of restaurant staff

· Staff special requests
Departments that needs to be covered[room service, bar, restaurant, cashier, conference and banqueting, pool area, beach area, beach bar]

	Management Roster
	
	
	11Aug-17Aug, 2009
	
	

	 
	25
	26
	27
	28
	29
	30
	31

	Occupation
	24%
	21%
	9%
	18%
	17%
	19%
	10%

	Pax
	51
	45
	21
	39
	45
	53
	24

	Groups dinner
	SAGA
	SAGA
	 
	 
	 
	 
	 

	 
	20
	20
	 
	 
	 
	 
	 

	Functions
	 
	 
	 
	GALA DNR
	 
	WEDDING
	 

	 
	 
	 
	 
	150
	 
	64
	 

	 
	Mon
	Tue
	Wed
	Thu
	Fri
	Sat
	Sun

	Aicha
	E
	E
	OFF
	SPLIT
	SPLIT
	E
	E

	Celeste
	L
	L
	SPLIT
	SPLIT
	OFF
	L
	L

	 
	 
	 
	 
	 
	 
	 
	 

	Wleh-dae
	OFF
	ABSENT
	OFF
	ABSENT
	ABSENT
	ABSENT
	ABSENT

	Hante
	L
	L
	L
	L
	OFF
	L
	E

	 
	 
	 
	 
	 
	 
	 
	 


Please note that these are guidelines, and that they may be adjusted at any time according to the needs of the business. 
10. The restaurant standard operating procedures

· Breakfast set up and service

· Lunch and dinner set up and service
· Night shift set up and service
· Restaurant seating capacities must be adequate to ensure compliance with timeless service standards and profit maximization.

· Breakfast, lunch, and dinner menu items must be offered.

·   Menus will offer a variety and full range of courses: appetizers, soups, salads, main course and desserts, creativity and local cuisine should be incorporated into menus.

·  The restaurant will serve wine by the bottle, half bottle and glass, and selections will be present in a wine menu, which may be part of the food menu. Where ½ bottle selections are very limited or unavailable, the selection of wines by the glass should be increased to compensate.

· Fine dining restaurants will have a separate wine list.

· The restaurants, where available will serve freshly brewed decaffeinated coffee in addition to regular coffee and a variety of teas.

· A children’s menu or section on the main if the all day dining facility is required. Use creativity.

· Menus must be professionally printed and maintained in good condition, unless the concept of the restaurant requires otherwise.

· Inconformity with international standards, the menus should be in English as well as the native language(s) the property is used on market mix of customers.

· In fine dining restaurant, a dessert cart or tray is required.

PREPARING FOR BREAKFAST

	CHECKED (√)
	DUTIES (waiter/ waitress, supervisor, restaurant manager) 

	
	Tablemat is checked and is clean, free of tears or stains and in good repair.

	
	Tables are correctly positioned and free of wobbles. Seats are free from debris, damage, and are clean, correctly positioned.
Use covered plate or covered tray to carry cutlery.



	
	Cutlery is clean, polished and correctly positioned in the place setting i.e. meat fork (left) and meat knife (right) placed on either side of place setting; dessert sport and dessert fork placed above setting side knife place to right of meat knife. 

· All cutting edges of knives should face to the left. 

· Use covered plate or covered tray to carry cutlery.



	
	Serviette is folded and placed on the tablemat, centered between knife and fork.

· Corporate logo is visible if paper napkins are used.

	
	Cup (ear of cup facing to right), saucer and teaspoon (placed at top of cup with handle to right) placed above meat knife. 

· Check inside if cup is clean and that cup is not chipped or cracked.

	
	Condiments and table accessories are neatly positioned in the center of the table and include:

· Salt and Pepper cruet.

· Sugar bowl containing white and brown sugar sachets and “sweetener” sachets.

	
	Check cruets clean and filled empty sugar bowl, wipe and refill with sugar sachets.

	
	Dirty ashtrays are changed during service. 

· Ashtrays are placed on request or if guest lights a cigarette.

	
	Plates are cleared from the guest’s right hand side check sufficient and appropriate cutlery on table.




PREPARING THE RESTUARANT


BREAKFAST SERVICE

	CHECKED (√)
	DUTIES (waiter/ waitress, supervisor, restaurant manager) 

	
	The guest is greeted upon entering restaurant and shown to available table. The guest is acknowledged by a member of service staff within 60seconds of being seated.

	
	The Breakfast buffet/ordering procedure is explained to the guest.

Our Breakfast buffet has a selection of fruit juices, fresh fruit, pastries, yoghurts and cereals as well as a selection of hot dishes. Please help yourself.

	
	Tea or coffee is offered and served within 2 minutes after the guest has been seated.

· Guest is offered a choice of hot or cold milk with their tea or coffee. For all special request teas, teapot must be placed on table.

	
	May I offer you some tea or coffee, now or later?

	
	Dirty plates, glasses and cutlery are cleared and replaced as soon as possible after guest has completed any course.

	
	Toast is delivered to guests’ table on request.

· Check sufficient butter on table.

· Toast is available on buffet counter.

	
	Refill of coffee is offered throughout service.

	
	Dirty ashtrays are changed during service.

	
	Plates are cleared from the guest’s right hand side check sufficient and appropriate cutlery on table.


11. Restaurant equipment and accessories 



                           Toaster 


B. Bar Services

· To serve drinks in the restaurant, bar, lounge and any area designated for that purpose. Mix cocktails and shakes for service in the bar and special occasions.

· Maintain a high standard of personal grooming and hygiene techniques especially in the bar area i.e. keep the bar area clean and tidy.

· Reports for work at least 15 minutes before resumption time to ensure basic mice-en-place are carried out before job commencement. 

· Reports for work at least 15 minutes before resumption time to ensure basic mice-en-place are carried out  before job commencement. 

· Check and replenish bar supplies. Never allow to run dry.

· Keep all glasses clean, transparent and well polished in advance.

· Must be able to mix cocktails,
· Give fast and satisfying service.

· Maintain good public relations,
· Submit bill, receive money for all sales, and submit it to the cashier.

· Clean and secure the bar at all times,
· Take appropriate stock and pass on to the F&B supervisor.
· Take appropriate action in emergencies.

· Attend to customer’s complaints or refer.

Ensure the security of empties and glasses.

· Report maintenance faults in your work area for rectification.

· Perform miscellaneous job-related duties as assigned.
 It is pertinent to mention that you will be held responsible for non-performance or compliance with above and or any other assigned duties as the need arises.
C. Banquet Services  
These departments normally accommodate a group of more than 20 people up to 3000 people.
· Bookings need to be done in advance for proper execution of services

· Functions Manager works closely with the chef for requested menus

· Function sheets must be made available to all departments one week before function starts.

· Functions Manager coordinates the function and needs to be available at all times to meet with the organizers and make sure everything runs smooth

· Responsible for staffing to suite/meet customer demand.
· Makes follow up after the guests have left.

Handout Developing A Menu

The restaurant menu must have: 

1. Separate section for wine list and beverage list 

2. Free standing, printed in appropriate local language and English

3. Lunch and dinner items in separate sections

4. Prices listed (in figures or words)

Consider these following factors when compiling menus

· Season

· Price/Suppliers

· Clientele

· Demand

· Trend

· Location

· Climate

 Session 2: room service
Duration: 6hrs
Purpose: 

· Follow procedures in relating to handling guests requests

· Describe the best practices in guest privacy

Objective(s): At the end of this training session, trainees will able to:

· Describe the functional duties of the room service department

· Demonstrate how to lay up a tray 

· Illustrate tray handling and delivering of food

· Identify and demonstrate the use room service equipment

· List the steps in taking an order

· Prepare a menu
· Discuss procedures in treating and handling guests requests

· List the best practices in guest privacy

· Practice professionalism in taking guest order
Methodologies/ Application: 

· Role play on room  service activities
· Group discussion on how to take order from guest

· Class discussion on professionalism 
· Guest: demonstrate room service operating standards (cleaning room, making bed, laundry, cleaning bathroom, etc)

· Power point presentation on treating and handling guests requests

· Field visit to hotels: Understand room service activities
· Describe the service room table setup 
 Materials:

· Black board and chalk

· Flip chart 

· Pens and markers

· Note books

· Manual: Module2
Practical Manual Work: 10hrs
Lesson: 
A. What is room service?

· Delivering prepared food and drinks to the guest’s room. 

· This must be done in accordance with set standards.


B. Tray and trolley lay-up’s

· Lay up’s of order

· Order checking

· Points to be remember         

1. Tray and trolley collection


· Server will wish guest a pleasant day / evening and inform guest about hotel tray / trolley collection system     

· Server will inform manager/ supervisor of room number which will be noted, with collection instructions from guest

· Waiter will collect trays / trolleys and return to wash up area where trays/ trolleys are off-loaded


2. Trolley and tray standards   

Tray Layup: Breakfast
Tray will be covered with tray cloth. All prepared food   and beverages should be covered, (no foil), and attendant must offer to remove covers when delivering to guest room.

Tray Layup: Lunch/dinner
· Breakfast  plate, knife and fork per person

· Salt and pepper cruets

· Heat cabinet for hot food

· Wine cooler and napkin if white / rose wine ordered

· Wine holder and napkin if red wine ordered, or according to local custom

· Plate cover(per plate)

· Trolley removal card, if used

C. Room service equipment    
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· China will not be chipped, spotted or faded, and will be of the same pattern  throughout Room Service

· All cutleries will be of consistent pattern

· Bent or scratched cutlery will not be used

· Table linen not to be frayed or ripped - minimum 50% cotton mix

· Glassware will have no spots, chips or cracks, and will be the same pattern throughout Room Service

· Skirting will be clean, freshly pressed, free of stains or fraying

· Hollowware and flatware will not be spotted, dented, peeling or tarnished. Lids will fit properly    

· Ice bucket for ice delivery will have a cover

· Tray cloth and trolley cloth will be correct size for tray or trolley – minimum 50% cotton /polyester mix

· No chipped trays will be used  

· Trolley fold, leaves and wheels will operate quietly and smoothly

· Heat cabinet will be clean at all time (electric preferred)

· Plate covers will be correctly fit plate size and be free from scratches and dents  

D. Taking an order
· Telephone will be answered before 4th ring with clear and friendly script 
· Staff will not tell customers to contact other departments but will make these contacts on client’s behalf

· Call put on hold will be done so for a maximum of 20 seconds
· Order taker will be fluent in local language and English
Order taker will have complete knowledge of menu as well as item preparation and daily specials

· “off-menu” requests will be accommodated when possible, or an alternative will be offered

· Order is repeated back to guest

· Guest will be informed how long order will take and order will be delivered within time quoted by order taker

· Guest will be thanked for order by using guest’s name and confirming room number  

· Orders will be delivered within the following time scale:

· Continental Breakfast         20 min

· American Breakfast             30 min

· Lunch                                     25 min

· Dinner                                    25 min

· Snack Sandwich                   20 min

· In the case of delay, order taker/supervisor will contact guest and apologize for delay; inform new estimated time of order arrival, and thank guest for patience. 
· Standard photographs of all dishes and tray and trolley set-ups will be displayed

E. Menu specifications             

1. Room service menu requirements

· Complete Room Service menu to be minimum 2 color print and minimum font size 10 points

· Room Service menu will be separated from guest Service Directory

· Menu will be free standing, printed in appropriate local language and English

· Menu will be positioned on desk next to phone

· Lunch and dinner items combined into one section

· Separate sections for snacks, canapés / hors d’oeuvres, picnic hampers, and children’s menu item

· Separate section for wine list and beverage list

· Room service menus are always limited
2. Doorknob menu    

· Provides options to Low Calorie, Continental and Full Breakfast  for 1 or 2 persons 
· Menu will include space for name and room number, desired service time in 15-minute intervals, plus an indicated space for a specific time client may desire. (In security sensitive areas, “name” is optional)

· Minimum font size 10 point, with clear instructions for guest use 

· Doorknob menu is placed on pillow at turndown

· Additional doorknob menu to be prominently available

F. Order of service

1. Server will ensure tray/ trolley is complete by comparing against check and adding condiments prior to leaving Room Service

2. Server will use service lift, not guest’s lifts

Server will knock and announce ‘’Room Service”

3. In case of no response, server will call from nearest phone and inform guest that order is ready for delivery 

4. Doorknob hanger will have delivery time with 15 minute intervals as well as a space for an individual, preferred time

5. Staff will wait for guest to open door, then greet guest in a friendly manner using guest’s name

6. If newspaper is hanging on doorknob, server will place this on the tray/trolley

7. Attendant will ask guest where he/she would like trolley or tray placed and the chair should be placed in appropriate position

8. Staff will offer to pure coffee, tea or beverage

9. If on starter, server will remove hot food from hot cabinet and extinguish sterna

10. If meal consists of cold starter and main course, server will offer to remove hot food from hot cabinet.  If declined, attention will be drawn to hot equipment and attendant will extinguish sterna 

11. Stan caps will not be removed from glasses

12. Wine will be opened and poured

13. Guests will be asked if there is anything else required

G. Payment 

Billing procedures, presenting the bill, method of and processing of payments

 Check / cash procedure 

· Check/ cash will be presented in a clear bill folder with a pen

· Bill folder will be open when presenting bill to guest

· Only guest name and room number will be handwritten (block letter) on check/ cash slip

· Cash/ check will be accepted as payment unless guest wishes otherwise
H. Facilities

· Order taker office will be well ventilated, either enclosed or in a quiet environment

· There will be a minimum of 20 incoming lines

· Telephone indicator display guest’s name, room number, and preferably language spoken

· A PBX System which informs guest when all lines are busy and order taker will return call
· Holding calls indicated in order taker office 

· Notice board for special promotions, etc.
Session 3: house keeping
Duration: 6hrs
Purpose: 

· Understand the use of house-keeping cleaning items

· Identify the role of a housekeeper
· Describe concepts in housekeeping service

· Gain knowledge on housekeeping amenities and equipments

Objective(s): At the end of this training session, trainees will able to:
· Demonstrate the roles and functions of a housekeeper
· Understand maintenance and repair in housekeeping 

· Demonstrate the importance of sanitation

· Have knowledge on the process of handling complaints in housekeeping 

Methodologies/ Application: 

·  Visit to hotels in housekeeping department 

· Role play on housekeeping i.e. guest complaint of  soap not being in the bath room 

· Demonstration on laundry service in housekeeping
· Group discussion on the functions of a house keeper 
· Class participation through question and answer 

· Hand on materials using house cleaning equipments 

Materials:

· Black board and chalk

· Flip chart 
· Pens and markers

· Manual: Module2
· Handout How To Enter 
A Guests Room
Practical Manual Work: 10hrs
Lesson:  

Cleaning a hotel room


Guidelines 

Kadiatu: Here are some guidelines da will help take care of your trouble in hotel room cleaning.

A. Housekeeping

The housekeeping department plays a greater role than any other department in ensuring the needs and expectations of the guests are met. The housekeeper has direct contact with the guest and make sure that the guest enjoys a calm, hygienic and comfortable room. The quality of service must be visibility to the guest.






B. How to make a bed

Things you need to make a bed:

· 2 sheets

· 1 Duvet cover 

· 1 Duvet inner

· 4 Pillows

· 1 Mattress protection

· 4 Pillow protection

· 1 Throw and/or blanket

Steps to make a bed:

· Place mat protection on the bed

· Place first sheet on 

· Place second sheet on

· Put duvet inner in cover

· Fold sheet over

· Place pillow protector on pillows

· Place pillowcase over pillow slips 

· Place pillow open side inward

· Place throws on end of bed

You have to put your pillow protections on so that when the guest sleeps on it and his mouth liquid will not wet the pillow. Change the pillow protector on every day 3-7 days charge. Change the sheet protector everyday when you have the mattress protector on, the bottom sheet have to be tucked under the bed.


C. Cleaning the bathroom

· Start at the top and go down

· Use scrubbing brush to clean the bathroom

· Anything that grows in the bathroom make you sick, the guest will bath twice or more

· From ceiling to floor (all ties), no hair in the drain hole

· Rinse chemicals off the ties, dry well, you will wear gloves to clean the bathroom

· Silver wear need to be shining means, tub, basin etc you need to dry it to shine

· Basin fit in, clean it well with chemical

· You will not use chemical when you are washing your dishes, after you have finish, washing these things before you put the chemical in the tube and basin

· Toilet scrub flush, wipe down, inside and outside wipe the hole toilet down, don’t leave dirt or hair and clean the mirror

· Wipe amenities containers when the guest dirt up and replaces amenities back.

· Hang place towels
· Wash window inside and outside every day

· Check light and air condition are working, if not report to the maintenance to fix it

· Replace stationeries and door hangers

· Wash shower floor and bathroom floor and Insure all your lights are off

· Close door on your way out to the next room, 3 rooms you go to your 3 room

· When you have finished your six rooms, you sweep your balcony (porch), six rooms in your responsibilities. The balcony is to be swept center point for the room attendance


                     Housekeeping cart
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Guest amenities

D. Daily Cleaning Schedule 

	Item
	Method
	       Standard
	      Check

	Cupboards
	Wipe out & repack
	Tidy and clean
	

	Microwave
	Wipe out 3x daily
	Hygienic
	

	Shelves
	Wipe out & repack
	Tidy
	

	Fridges
	Wipe out & repack
	Hygienic
	

	Life shelves
	Wipe off
	Shiny &clean
	

	Telestore
	Clean out
	Orderly
	

	Silver dip
	To be dipped
	Shiny & clean
	

	Trolleys/ trays
	Wipe top check wheels for string
	Shiny & clean
	

	Hot boxes
	Wipe inside & clean out
	Clean & hygienic
	

	Coffee machine
	Wash out & clean
	Hygienic & clean
	

	Clothes
	To be dipped & washed off
	Hygienic & clean
	

	Linen
	Counted & taken to housekeeping
	Hygienic & clean
	

	Cleaning floors
	Use lift to clear
	Hygienic & clean
	

	Cleaning back area
	Remove dirty crockery
	Hygienic & clean
	

	Crockery store 
	Unpack boxes, wipe clean & sweep floor
	Hygienic & clean
	

	Wash cutlery
	Wash at machine
	Hygienic & clean
	

	Office 
	Packed orderly
	Clean & tidy
	

	Lift 
	Sweep floor & mop
	Hygienic & clean
	




Session 4: concierge
Purpose: 

· Provide basic knowledge on the role and functions of the bellhop/ bellman. 
Duration: 2hrs
Objective(s): At the end of this training session, trainees will able to:
· Anticipate and identify guests needs upon arrival 
· Understand the process of handling complaints 
Methodologies/ Application: 

· Field visit: Observing concierge services 

· Role play on concierge handling guest 
· Group discussion on the functions of a concierge
· Class participation through question and answer 

Materials:

· Black board and chalk

· Flip chart 

· Pens and markers

· Manual: Module2
Practical Manual Work: 2hrs
Concierge services

In a hotel, a concierge assists guests with various tasks like making restaurant reservations, arranging for spa services, recommending nightclubs, booking transportation (limousines, airplanes, boats, etc.), procurement of tickets to special events and assisting with various travel arrangements and tours of the local attractions. In upscale establishments, a concierge is often expected to “achieve the impossible”; dealing with any request a guest may have, no matter how strange, relying on an extensive list of contacts with local merchants and service providers.






The concierge is available to answer any guest inquires regarding the city, events, and attractions. This individual will provide exceptional customer service to all of our guests and will support other departments including Sales, Front Office, and Bellman/Van, as needed.


SESSION 5: Safety and Security
Duration: 2hrs
Purpose:

·  Be able to know what to do in case of an accident

· Be able to know how to prevent accidents from happening

· Be able to understand the need for security and confidentiality 

Objective(s): When trainees shall have completed this session they will be able to:

·  Describe what to do in case of an accident

·  Discuss how to prevent accidents from happening

·  Discuss the need for security and confidentiality

 Methodology/Application: 

· Classroom instructions on testing & evaluation

· Visit and observe security measure

· Class participation through question and answer

·  Group discussions on accident procedures

Materials:

· Black board

· Flip chart and pens

· Manual: Module2

· Handouts
Practical Manual Work: 6hrs

Lesson: 

A. Safety procedures

Dwelling place: one of the functions of housing is to keep you safe and secure, and how well it protects those in them.


       Alice: Susan listen good to me ho. The people den say….   
There are few sample items to look at when checking the security of a home.

1. First, is lighting outdoor? There should be light near the place where you and your guests will park your cars. 

2. Are there lights in the halls, stairs, and entryways in multiple family units?

3. In a detached home, is there enough lighting by doors?

4. Good lighting will help you feel more at ease when coming and going at night.

5. Next, check the locks on doors and windows. 

6. If all doors and windows are locked, the chances of a break in are reduced.  Put new locks on the doors as soon as you move in, it helps protect you. Otherwise, you do not know who may have keys to fit your doors. This may be more important for those who live in rental units. 
7. Another safety is a door chain. This lets you open the door a crack to talk to a stranger before opening the door completely. However, the screws can be easily ripped out of a chain guard. Therefore, it should not be the only lock on your door. A peephole in the door is even better because you can look at the person at the door without opening it. Solid doors provide more security as well as better insulation. Many thieves have gotten in homes by breaking glass doors and reaching inside to unlock them.

B. Accident procedures

Most injuries received in the home are the result of some type of accident. Working to stop accidents can help do away with these injuries.

Fall: The most common type of home accident is a fall. Small children need to be watched closely when they play on porches or near open windows. If you look where you are going, do not hurry, and think about what you are doing, you will rarely fall.

Safe habits include promptly wiping up water and grease spots on floors and putting away toys or boxes rather than setting them on the stairs. You can also help prevent falls by keeping extension cords out of a room’s traffic pattern and taking care of torn or loose places in floor coverings.

 A sturdy handrail for each flight of stairs makes their use safe. Stairs that are covered with carpet or rubber mats are less slippery and less apt to cause falls.

Ladders are often needed for home care or repair. However, unless you use them carefully, they can cause falls. Check to see if the ladder is stable before climbing it. To be safe, climb only until your shoulders are even with the top rung. Keep both feet on the ladder and one hand free to hold on with. Face the ladder as you climb up and down. Wood ladders left outside will rot, so checking their safety is very important. Injuries from falls are highest during the fall and winter. Wet leaves, water, sleet, snow, or ice on steps and sidewalk area present danger.   

Security

1. Check if the light is near the place where you and your guests park their cars. 

Are there lights in the halls, stairs, and entryways? 

Good lighting will help you feel more at ease when coming and going at night. 

2. Check the locks on doors and windows. If all doors and windows are locked, the chances of a break in are reduced. Almost half of all home thefts occur when a home is not locked. The best kind of lock is the one that has the word “dead” in the name. Having a locksmith put new locks on the doors as soon as you move in helps protect you. Good locks are no protection if doors are flimsy. Many thieves have gotten in homes by breaking glass doors and reaching inside to unlock them. Sliding glass doors to yards, patios, or balconies are very vulnerable. You can put a block of wood or a broom handle cut to fit on the inside to brace the door shut. This will help secure the door.

3. Check if there is security or check in the gate.

4. Use mirrors in elevators or at hallway corners to help you see if anyone is there. The laundry room may be a trouble spot.

5. Have the number of the police and UNMIL. They can tell you about the crime rates in the areas in which you are interested.    

D. Emergencies 

Any plan to cope with an emergency situation should instill confidence and avert panic.  Planning should focus on simplicity and intelligibility.

A complex and detailed plan is foreboding to potential users and therefore has very little chance of success.

In order to avoid confusion during emergency you should:

1.) Be aware what is required of you.

2.) Know who is in control.

3.) Know the location of emergency equipment.

4.) Know the evacuation routes.

5.) Be constantly aware of fire hazards/foreign objects.

6.) Co-operate during emergencies.

7.) Not make statements to the press
Types of incident where cleaner is not directly involved

· Suicide in home or bedroom

· Sudden death in bedroom

· Outside incident near work place that involves worker or clients in some way

Types of incident where cleaner is directly involved.

· Clients mugged, room burgled, or clients murdered in house or hotel.

· Fire in home

If the answer is YES to any of these then:

Report the fact that the incident has occurred to the police. Establish the officer in charge‘s name and telephone number.

Establish and consolidate all facts and inform your Client or in his absence the MOD. Do not talk to any press or otherwise until this has been done. It is important to be aware here that too often at this stage excitement and eagerness to be helpful and resourceful leads to over statements and exaggeration.   

The most senior person on duty must the compile a situation report outlining all these facts and then call the owners on: 
  

CONTACT THE FOLLOWING PERSONS:        


LNP



-



Ambulance 


-

Red Cross


-



Fire Department

-


EVACUATION PROCEDURES

Once a total evacuation order has been given, the first available person must do the following:

· Proceed to PA system and press 'ALL CALL' button and say the following SLOWLY and CLEARLY.
"COULD I HAVE YOUR ATTENTION PLEASE, WE HAVE AN EMERGENCY.  PLEASE EVACUATE YOUR AREA BY USING THE NEAREST ACCESSIBLE FIRE ESCAPE TO THE OUTSIDE OF THE BUILDING.  I REPEAT, WE HAVE AN EMERGENCY, PLEASE EVACUATE YOUR AREA BY USING THE NEAREST ACCESSIBLE FIRE ESCAPE TO THE OUTSIDE OF THE BUILDING.  DO NOT USE THE LIFTS."

Assembly area for evacuation 

FIRE 

Any person discovering a fire or evidence of a fire must;

· Immediately notify safety officer or Police.

· Take any action possible, such as use of an appropriate fire extinguisher.

· Maintenance / Management to determine where and what the problem is and to assess the situation at the scene.

· Sound the nearest alarm.

1) In case of fire that is out of control or is unable to be extinguished, report back to fire safety department.

2) Sound alarm and announce evacuation.

3) Duty officer should phone Fire Brigade.

· Register for disabled clients to be collected by F.O.M. and to assist these clients first.

· Registered client report to be printed.

· Plan A, Arrival/ Departure stay over report to be printed. Print one per floor.

· Plan B, use the contingency report for the shift.

· All backup tapes to be removed from computers and stored.

· Remove any cash, other than that, which is not locked in fire safe and lock in safe.

· Lock accounts office or room door.

· All assistance must be given by STAFF to client, particularly the elderly, and assist them to the fire exits and direct them to assembly point.

· Cleaner to check floors and rooms for trapped clients and STAFF call for assistance if necessary.

· After all areas have been thoroughly searched, report to client.

· Cleaner to ensure that a correct roll call of client and STAFF is taken.

· All assistance must be given to the Fire Brigade to allow it to operate efficiently.

· Everyone is to exit via the Fire Exits.

IT IS IMPORTANT FOR THE SECURITY / SAFETY OF THE CLIENT AND YOURSELVES THAT PROMPT AND EFFICIENT ACTION IS TAKEN

MEDICAL EMERGENCY

In case of acute illness, inform the Client or someone in position immediately, and if necessary call an ambulance.

In case of a medical emergency, write down:

Where the accident occurred







The number of people injured







The type of injury








· Give First Aid as needed. (Handle blood carefully - danger of infection)

· FIRST AID KIT is accessible at home, office, and work area.

· Person phoning ambulance must meet the ambulance and guide them to the scent of emergency.

· Complete Medical Emergency report.

ROBBERY


If you discover a robbery, notify the Client of person in position and the Police immediately.

If you are exposed to a robbery, do the following:

· Press silent alarm button if possible

· Always obey the order of the robber

· Do not resist

· Stay calm

· Notice the robber’s look, weapon, route of escape and vehicle

If you observe a robbery, do the following:

· Phone the Police/ Press silent alarm button if possible

· Observe the robber’s identification, height, shoes, clothes, and weapons, escape route and assistant

· Look for traces of witnesses

· Take care of the robbed victim until professional help arrives

· Make an inventory of the stolen goods

· Refer the press to the Police/ Person in charge

· Fill in Robbery Report Form

Medical Emergency

Robbery report 


Date:












Name of robbed person:









Address:











Contact numbers: 

Mobile:


 Home: 


 Work: 



Robbery date: 


 Time: 

  Place: 



Injury to robbed person:









Involved: Police: 

     Fire Brigade: 

  Doctor: 



Other persons or authorities that were involved: _______





Action taken: __










________











Additional information: ________








AFTER HOURS EMERGENCY NUMBERS:

Electrical:





Fire Department:



Plumbing: 

Air-conditioning:





Generator Repair:
Module 3:50hrs

Session 1: nutrition
Duration: 4hrs
Purpose: 

· To have knowledge on food safety  and sanitation

· Develop cooking techniques

Objective(s): After trainees have completed this training session will be able to:

· Demonstrate basic skills in cooking & plating of various food types

· Classify food  types

· Practice food safety sanitation

· Explain food purchasing process

· Illustrate use and maintenance of cooking equipment and tools 

· Develop cooking techniques

· Develop creative strategies in combating food wastage

· Identify ways in storing foods

· List the kinds of nutrition

· Describe the importance of proper eating habits
Methodologies/ Application:    

· Field visit: hotels/restaurants

· Role play on safety of food and sanitation

· Group discussion on  how to maintain good eating habits 

· Class participation through question and answer 

· Video  presentation cooking styles

· Guest speaker: nutritional diets and eating habits

· Working in pairs classifying the types of foods and nutrition
Materials:

· Black board and chalk

· Flip chart 

·  Pens and markers

· Manual: Module3
· Handout Food Pyramid
Practical Manual Work: 4hrs
Lesson: 
A. Nutrition
Nutrition means the right kind of food for a healthy body.  Malnutrition, obesity, anorexia and bulimia are serious diseases linked to a poor diet. Anorexia and bulimia are cause by deep and complex psychological reasons. People who suffer from anorexia think they are fat even when they dying of starvation. If you even think that a friend is suffering from one of these diseases, please tell your teacher.

Body Mass Index (BMI)

A body mass index is a special form of measuring people mass in relation to their height to find out if they are a healthy weight. The body mass index is work out like this:

BMI=weight/height squared 


Check whether your diet is enough, by working your Body Mass Index or BMI

What it means

If your BMI is:

Less than 20, you are underweight; your weight is a health risk                                                                         20-25; your weight is ideal                                                                                                                                           25-30; you are overweight                                                                                                                                                    more than 30, you are obese; your weight is a health risk

B. Proper diet

Idea about healthy eating chance often, but here are some basic rules to remember when you choose food. 

· Avoid junk food. Try to avoid food with artificial flavorings. Sweetener, preservatives and additives.

· Do not eat too many carbohydrates (starch). These can cause you to put on weight. When you      eat a meal, note how much of it is starch (potatoes, rice, white bread, or pasta). This is immediately change to sugar and starch in the body.

· Reduce red meat. Rather choose other protein like chicken, fish, beans, or dairy products.

· Try not to eat too much fried food. Fried food is not good for the body. It is healthier to grill or bake.

· Specific diet for you

The need for a special diet can arise at any age. For instance, a person getting over a stomach disorder many need a light diet, made up of clear soups, toast, and jello. A person with a chronic disease may be given a prescribed diet. For instance, a diabetic diet controls sugar and caloric intake. When a doctor or a dietician prescribes a special diet, it should be followed closely. If the patient becomes discouraged, you can offer encouragement. You can also help keep a person interested in the diet by serving food attractively when you are in charge.

A prescription for a special diet need not be a cause for alarm. While certain foods may be forbidden or restricted, there are many others in the main food group that can supply the nutrients needed.       

Proper eating habits

· Eat plenty of fruits and vegetables. Fresh fruits and vegetables are fill with vitamin, good types of sugar and fibred. Fill up on these when you feel like on snack.

·  Choose food, which will give you long-lasting energy. Some food 

· (Sugar and caffeine in coffee, yea, and certain soft drinks) give you a short burst of energy, but make you feel more tired. Foods that give you long-lasting energy are protein, wheat bread, fats and food rich in fiber (like beans).

C. Food groups

One tool to help simplify the task of meal management is the daily food guide. This guide divides foods into five groups according to the nutrients they contain. They are the fruit and vegetable group; the bread and cereal group; the meat, poultry, fish, and dried beans group; and the milk and cheese group. These four main groups have nutrients essential for good health. The fifth group, the fats, sweets, and alcohol group, are recommendations are been made for the number and size of servings to be eaten for each of the main food groups. No serving recommendations are made for the fats, sweets, and alcohol group. If you plan meals around the daily food guide, follow the serving recommendations of each group, and eat a variety of foods you will get all the nutrients you need.  

Mediterranean Diet Food Pyramid


The fruit and vegetable group 

Foods in the fruit and vegetable group are broccoli, cauliflower, cabbage, carrots, potatoes, squash, cucumbers, tomatoes, peppers, apples, oranges, grapes, and watermelon. It has been recommended that four servings from the fruit and vegetable group be part of the diet each day. In addition, one serving from a good source of vitamin C, such as citrus fruit, should be eaten each day. Good vitamin C sources are oranges and other citrus fruits, strawberries, and tomatoes. Fruit and vegetable that contain vitamin A should be eaten three to four times a week. Good sources of vitamin A are green leafy vegetables, such as kale and spinach, and oranges vegetable, such as squash and carrots. Peeled fruit and vegetables and those with seeds are a good source of fiber and should also be eaten daily, sample serving sizes from this group are one orange, a half cup of leafy vegetables, one cup of fresh berries, or one cup of leafy vegetables. The fruit and vegetable group is made up of foods that are rich in vitamin A, C, and B vitamins.  

The breads and cereal group

The bread and cercal are food such as whole grain or enriched breads, cereals, rice, grits cornmeal, noodles and other pasta. The recommendations are to four servings from this group each day. Sample servings form this group are one cup of ready – to –eat cereal, one half to three – fourths cup of cooked cereal, rice, or pasta, one slice of whole grain or enriched bread. Two tortillas, one bagel, or one four-inch pancake. This group supplies the diet with carbohydrates, iron, and B vitamins.

The meat, poultry, fish, and beans group

Foods in the meat, poultry, fish, and beans group include all cuts of beef, pork, veal, lamb, eggs, poultry, fish, and shellfish, as well as dried beans and peas, nuts, peanuts and peanut better. The recommendations for this group are to eat two serving daily. A serving from this group is two to three ounces of lean cooked meat, two medium eggs, one – third cup of canned tuna or one small chicken leg. The meat, poultry, fish, and beans group supplies protein, iron, and B vitamins.

The milk and cheese group 

Foods in the milk and cheese group are milk, buttermilk, and other dairy products such as cheese, yogurt and cottage cheese. Teenagers need four servings from the milk and cheese group daily. One cup of milk or yogurt, two slices or American or Swiss cheese, or one- half cup of cottage cheese each equals one serving from this group. Foods in the milk and cheese group are rich in calcium and riboflavin. They also provide protein and vitamins A, B2 and B12. In addition, vitamin D is usually added to milk.

Fats, sweets, and alcohol group

 The fats, sweets, and alcohol group contains foods such as candy, butter, margarine, syrups, soft drinks, honey, jelly and jams, and alcoholic drinks. These foods are high in calories and low in nutrients. Foods in this group supply so few nutrients that no serving recommendations are given.

Basic Food Pyramid that represents a balanced diet

The five basic food groups
1. The protein group                                               

Food sources                                                     Portion size

Beef, Mutton, Pork                                            30g

Soya, Lentils, Dried Beans                                ½ to 3/4

Fish, Poultry                                                        30 -50g

Eggs                                                                       1egg

Certain nuts                                                         ¼ to ½ cup

Cheese                                                                  30g

               Nutrients: 

Complete proteins

Fat (saturated)

Iron, Zinc, Phosphorus, Magnesium, Sodium

B-Complex vitamins (thiamine, niacin, vitamin B-12)

2. The milk group

       
Food sources                                                            Portion size

Full cream, skim, evaporated milk                            250ml

Milk powder                                                                  250ml (mixed)         

Yoghurt                                                                           250ml 

Cheese                                                                                  30g         

Nutrients:                                                                               
Complete proteins

Fat (situated)

Calcium, phosphorous

Carbohydrate: Lactose

Vitamins D, A, B-1, B-2, B-6, B-12,

3. The fruit and vegetable group

               Food sources                                                              Portion size

Pumpkin, carrots                                                              ½ cup

Citrus                                                       

Tomato guava                                                                   ½ cup

Apples gems                                                                           1/2 
Nutrients:                                                                               
Vitamins A (carotene)

               Vitamins C

               Cellulose

               Other vitamins

1. Bread and cereal group

 Food sources                                                                  Portion size

Whole grain and unreached cereal, such as bread           30g

Flour types, rice                                                                        ½ cup

Potato, sweet potato                                                               100g

Nutrients: 

Carbohydrate (starch and fibre)

Iron, phosphorus

Vitamin B-complex   

2. Fat and oils

Food sources                                                                              Portion size

Butter and margarine                                                               5ml

Mayonnaise, oil                                                                         5ml

Salad dressing                                                                            5ml

Olives, cream, bacon                                                                Limited 

Nutrients: 

   
Fats, both saturated and unsaturated

HANDOUT Food Pyramid


Session 2: food preparation 

Duration: 10hrs
Purpose: 

· To have knowledge on food safety  and sanitation

· Develop cooking techniques

Objective(s): After trainees have completed this training session will be able to:

· Demonstrate basic skills in cooking & plating of various food types

· Classify food  types
· Practice food safety sanitation
· Explain food purchasing process
· Illustrate use and maintenance of cooking equipment and tools 
· Develop cooking techniques

· Develop creative strategies in combating food wastage

· Identify ways in storing foods

· List the kinds of nutrition

· Understand the importance of proper eating habits
Methodologies/ Application:    

· Field visit: hotels/restaurants

· Role play on safety of food and sanitation

· Group discussion on  how to maintain good eating habits 

· Class participation through question and answer 

· Video  presentation cooking styles

· Guest speaker: nutritional diets and eating habits

· Working in pairs classifying the types of foods and nutrition
Materials:

· Black board and chalk

· Flip chart 

·  Pens and markers
· Manual: Module2
· Handout
Practical Manual Work: 16hrs
Lesson: 

A. Food safety and sanitation
 Have you ever had an upset of stomach or stomach cramps? You may have thought you had a small case of the flu. Perhaps you did, but it is quite possible that you had food positioning, also known as food-borne diseases. Expect yes that 2 million cases occur in the world each year. Food contaminated with harmful bacteria does not always have an odor or an off flavor. Thus, many people are not aware of the real cause of their illness.

Most food will perish, which means that they will spoil if they are not store properly. There are two key to storing food so that it will not spoil.

a) One key is temperature, and the other is time. When food such as meat, poultry, and dairy products, are kept at temperature where bacteria can multiply, food spoilage can occur. It has been said life start at 40 and ends at 140. This is a good concept to keep in mind when you store food. Room temperature is an ideal temperature for bacterial to grow. The longer food is kept at room temperature, the greater chance is for the food to spoil. Keep your perishable food below 40 degree F to prevent bacterial growth. Once food is being cooked, get it to a temperature above 140 degree F. Then to assure the stopping of bacterial growth, keep food at this temperature until you are ready to save it.
b) Also, keep cold foods cold refrigerated until you are ready to save them. This will involve special plans when you prepare sack lunches, picnics, and outdoor camping events. Perishable food should be stored in the refrigerator as soon as possible. Avoid leaving food at room temperature for more than an hour. Store leftover food correctly after meals.



B. Who prepare the foods?
There are lots of jobs in the hospitality industry. There are beginning jobs for those with no experience, intermediate jobs for those with some training experience, and high- level management job that require years of training and work. In food service, it is still possible to “work your way up” to the top job.

What makes a good employee in food service?

Those who hire people for food service jobs know what type of person make a good employee.  How many of these traits do you already have? Which one do you need to work on?

a) Dependable: Food service operations schedule only the minimum number of employees needed to work at a given time. An employee that is absent often or always put an extra burden on everyone else.

b) Teamwork: No job in food service is isolated. Everyone work as part of a team. If you are assigned to assemble tossed salad for lunch, you rely on the person responsible for preparing the lettuce and chopping the vegetables. If you are waiting on tables and have few minutes to spare, you help someone who is busy. This type of co-operation pays off forever one.

c) Willing to learn: Weather you are a new worker or an experienced one; every job is a learning experience. Employees want people who are anxious to learn and be able to take criticism. They know these are the employees who will go far in food service. 

d) Accurate: Most food service must work very hard to make a perfect and or cover their expenses. Employee’s mistakes mean wasted money and, often, unhappy customers. In the restaurant, accuracy means taking guest order clearly and adding up their check accurately. In the kitchen, it means following the recipe exactly so that food is not wasted. In the storeroom it means checking orders to see the proper amount and type of food was delivered and storing it right to avoid spoilage. 

e) Operations with careless employees are often force to close. Then all employees close down their jobs.

f) Clean and well groom: Employees need to be clean and neat to avoid sanitation problem with guest and their bosses. If you are clean and neat, it represents your personality on the job to guest. 

Kitchen positions

Chef de’ cuisine                                Head chef

Sous chef                                           Second in charge

Chef de’ partie                                 Section chef

Commis chef                                     Newly qualify chef

Apprentis chef                                 Trainee Chef

Porter’s                                              Unskilled assistance

Duties of different positions  
Chef saucier                                     all sauces, stews

Chef Roticesseur grillardin             all roast, grills, meat and fish

Chef Poissonierexpt. Grilled         all fish dishes

Chef Entremetier                            vegetable, starches, soup, farinaceous dishes & pasta

Chef grade manager                       all cold food, salads and starters

Chef Patissier                                   hot cold frozen desserts and pastries

Chef Turnant                                    in a commis position must be able to relieve any chef de Partie (to be promoted) 


The responsibilities of a chef

1. Plan and cook food

a. Health aspects of the profession      

b. We should provide the 6 classes of nutrients needed to enhance and maintain growth:

c. Carbohydrates

d. Proteins

e. Fats

f. Vitamins

g. Minerals

h. Water

2. Preparation

a. Safe to eat

b. Hygienically prepared

3. Presentation 

a. Neatly arranged

b. Colorful

4. Willing to work hard - long hours

5. Artistically gifted

6. Diligent/Dedicated/Love his job

7. A leader worthwhile following

8. Co-operative with all internal departments

9. Businessperson

10. Buy vast stock 

11. Control stocks

12. Sell food for profit

13. Directly deal with customer

14. Educate and guide his staff

C. Food preparation process
Food preparation

Hawa and Massa are learning from their instructor how to prepare food for the restaurant. Now Hawa and Massa, we can begin by deciding the recipes that we will be using, suggest by the guest.

         These are some facts we need to know before starting the cooking process: 

1. understanding the importance of choosing the correct method for preparing  fruits, vegetables, protein foods, dairy foods, and grain products to bring up their best flavor, color, and texture;

2. explain how to prepare food to conserve the most nutrients for food dollar;

3. define terms correctly used in recipes;

4. Select the correct method for cooking fruits, vegetables, protein food, dairy foods, and grain products.

Cooking methods:
You can use many different methods for cooking. These include cooking in liquid or in moist heat, cooking in dry heat, cooking in fat, and cooking in a microwave oven.

Cooking in liquid or moist heat

The difference in cooking liquid and in moist heat is the amount of liquid used. If you are cooking in liquid, you cover the food with liquid. 

Example of this type of cooking are boiling, simmering, braising, stewing and poaching.

To boil means to cook in liquid at a temperature high enough so that the liquid bubbles. 

  The 14 basic cooking methods 

1. Blanching:       Hot water, cold water and oil

2. Poaching :       Usually fish just below boiling point

3. Boiling:            Cooking of food in rapid boiling water

4. Steaming:       Cooking of food in hot moist air

5. Frying 2x:        Deep frying food is totally submerged in oil

6. Sautéing:         Quick frying of food in pen with little oil

7. Roasting:         Cooking of large joint in dry heat

8. Grilling :           Fast cooking of small tender pieces with little or no oil

9. Gravitating:     A method to brown appropriate dishes on the surface

10. Baking:             Cooking of food in dry heat moistened by its ingredient

11. Stewing:           Moist cooking method for tough meat cut into small pieces

12. Braising:           Combination of roasting and stewing in a braisiere

13. Glacing:            Some are above (white meat only)

14. Poeler:              Cooking of poultry in fat in a oil

How to make salad
Procedure for making composed salad

1. Gather all ingredients for the salad and wash, trim, cut, cook, chill or otherwise prepare them as necessary or as called for in the recipe.

2. Arrange all ingredients artistically on the plates, dressing each ingredient as desire or as directed in the recipe.

3. At service time, heat or cook any items that are being served hot and add them to the salad.


Procedure for making bound salads

The creative chef can prepare a variety of salad by combining cooked meats, poultry, fish, shellfish, potatoes, pasta, grains and/or legumes with a dressing and garnishes. 

Guidelines for making bound salads  

1. Preparing a salad from cooked foods is a good opportunity leftovers, but be sure they are fresh and of good quality. The finished salad can only be as good as each of its ingredients can.

2. When making a bound salad, choose ingredients whose flavors blend well and complement each other.

3. Choose ingredients for each color: a few colorful ingredients will turn a plan salad into a spectacular one.

4. To improve appearance, cut all ingredients the same size and shape if the main ingredient is diced then dice the other ingredients.  Avoid combining diced, sliced, and julienne foods in the same salad.

5. All ingredients should be cut into pieces that are small enough to be eaten easily with a fork.

6. Be sure all meats, poultry, fish and shellfish are fully cooked before using them. Undercooked food can cause food-borne illness and spoilage.

7. Always chill cooked ingredient well before using them. Warm ingredients promote bacterial growth, especially in mayonnaise-based salad.

8. Always use dressing sparingly. They should enhance the flavors of the other salad ingredients, not mask them.

Procedure for preparing vegetable salad

1. Gather all ingredients for the salad and wash.
2. Trim, cut, shred or otherwise prepare the vegetable as designed or as directed in the recipe.
3. Blanch or cook the vegetables if necessary.
4. Combined the vegetables with the marinade or dressing. Adjust the seasonings.
D. Food storage



The purchasing department is to ensure that there is enough food in the hotel for Guest. They check on the kitchen to know the types of food that are needed and demand by the Guest.  All items are stored according to the correct standards. Frozen food will go to the freezer immediately after receiving. 


E. Food presentation
Plating food:
Plating is like art, the chef likes to display his skills on a plate

When the food looks good, it has an appeal to the guest

Food plating is the process of putting the food in the plate professionally without wasting. It is also the process of which Guest want to take their food away. They ask the waiter to package their food to take away.

Food promotions:

Putting out adverts to lure the guests

Food promotion is done by the quality of food prepared by the kitchen chef/ Staff. The hotel also promotes their food on the media.

F. Equipment and utensils

The equipments include cooking and baking utensils as well as hand tools used to measure, mix, and prepare food.  When you start to equip your kitchen, choose utensils that will serve many purposes.        An ovenproof bowl can be used to mix food, bake a casserole, and as a serving dish.

A good kitchen tool will meet your needs. Kitchen tools can be grouped by how and when you use them. You will need some tools to help you prepare food before it is cooked. For instance, you will need tool to cut, peel, and grate foods. You will need other tools to measure, cook, and bake.

These tools and equipments are used in a kitchen and in the restaurant. 




Ice cream scoop 1

Session 3: Tourism 

Duration: 6hrs
Purpose: 

· Identify tourism management skills and techniques

· Describe the link between tourism and making money 

Objective(s): After trainees have completed this training session will be able to:

· State the Meaning of tourism 

· Explain  or know the overview of tourist industry in Liberia

· Differentiate between national and international tourist

· Know the importance of cultural differences and their impacts

· Know the tourist information processing and tourist guide

· Describe the link between tourism and making money

· Familiarize trainees with tourist magazines

Methodologies/ Application

 Classroom instruction on questions and answers

· Visit tourist sites

· Guest speaker on tourism

· Role play on leading guest to tourists sites

· Group discussion on cultural behavior

· Class participation through question and answer 

· Power point presentation on tourism in Liberia

· Visit, name and describe the types of tourism
Materials:

· Black board and chalk

· Flip chart and flip chart stand

· Note books
· Manual: Module3
· Handout What Is Tourism?
Practical Manual Work: 10hrs
Lesson: 
A. Tourist industry as an interrelated system


               

B. Definition of tourism:

Tourism is the temporary short-term movement of people to destinations outside the place where they normally live and work and their activities during their stay at each destination. It includes all movement for all purposes.

C. Type of tourism:

Mass tourism, this type of tourism could only have developed with the improvements in technology, allowing the transport of large number of people in the short space of time to place of less interest, so that greater number of people could began to enjoy the benefit of leisure tourism.

Adjectival tourism

Adjectival tourism refers to the numerous niche or specialty travel form of tourism that has emerged over the years, each with its own adjective. 

Examples of the most common niche tourism market include:

Agric-tourism                                             Medical tourism 

Culinary tourism                                       Natural tourism

Cultural tourism                                        Pop-cultural tourism

Ecotourism                                                 Poverty tourism

Extreme tourism                                       Religious tourism

Geo-tourism                                               Space tourism

Heritage tourism                                       War tourism

LGBT tourism                                             Wildlife tourism

Sustainable tourism

Sustainable tourism is envisaged as management of all resources in such a way economic, social and aesthetic needs can fulfilled while maintaining cultural integrity, essential ecology processes, biological diversity and life support system.                                                           

Recession tourism
Recession tourism is a travel trend, which evolved by way of the world economic crisis.

Recession tourism is define by low-cost, high-value experience taking place of once-popular generic retreats. Various recession tourism hotspots have seen business boom during the recession thanks to comparatively low costs of living and a slow world job market suggesting travelers are elongating trips where the dollar travel further.

                                                            

Medical tourism

Medical tourism is the significant price different between countries for a given medical procedure, and where there are different regulatory regimes, in relation to particular medical procedures (e.g. dentistry) 

Educational tourism

Educational tourism developed, because of the growing of popularity of teaching and learning of knowledge and the enhancing of technical competency outside of the classroom environment.

Dark tourism

This type of tourism involves visits to dark site such as battleground, scenes of horrific crimes or acts of genocide.  Dark tourism poses severe ethical and moral                                  

Travel, tourism and Tourist guide

Tourism geography, attraction & travel trends

                                      [image: image9.jpg]



Tourist is able to source, analyze, and critically evaluate information on physical features, attractions, travel trends and the impact that events/occurrences have on the destination. 

Tourist access information to gather advice of travelling between countries about the following:

Health and safety
Travel entry documents and regulations
Custom requirements                                                    

D. Tourism Strategies

The white paper: Development and promotion of tourism in Liberia will include the following:             ‘Vision: to develop the tourism sector as a national priority in a sustainable and acceptable manner, so that it will contribute greatly to the improvement to the quality of life of everyone in Liberia. As a lead sector within the national economic strategy, the globally competitive tourism industry will be a major force in the reconstruction and development effort of the government.                                                                                                                             

Economic objectives

· To generate economic growth and foreign exchange, by aggressively* developing and promoting tourism in Liberia
· To establish tourism as a national priority
· To create sustainable employment opportunities and contribute to the well-being of all the people of Liberia
· To use tourism to aid the development of the rural communities
· To promote domestic tourism amongst all Liberian
· To encourage tourism growth and co-operation in Liberia
· To facilitate balanced tourism growth in Liberia
· To encourage linkage between tourism and other industry in order to curb leakage and stimulate and multiplier effort
· To create conditions conducive to* investment in tourism
· To lengthen the tourism season in order to minimize the negative efforts of seasonality on the industry

Social objectives

· To develop tourism with dignity-encouraging mutual respect among cultures and eliminating all form of discrimination on the basics of language, religion, culture, race, sex, age, wealth, ability, or any other reason
· To promote pride in the cultural resources of the country
· To use tourism as a catalyst* for human development, focusing on gender equality, career development and the implementation of national labour standards
· To promote, through tourism, nation-building and peace amongst the people of Liberia as well as internationally, and to promote human life
· To empower community organizations through, for example, their involvement in the marketing of cultural experiences and practices to tourism
· To encourage community participation in the planning, development, implementation management and implementation of tourism projects
· To monitor and minimize potential adverse social impact
Environmental objectives

· To make the tourism industry in Liberia an example of responsible environmental practices
· To require integrated environmental management principles for all tourism projects and all major economic development projects
· To encourage the conservation and sustainable use of tourism resources
· To contribute to the development of co-ordinate countrywide environmental strategies
E. Cultural Difference and Impact

The responsible tourism states: Tourism establishment that adopt good environmental practices inevitable contribute to the quality of their surroundings, improving the experience for guest and the living standards for local communities.

Cultural elements
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Some cultural elements are:

· Value seen in role models

· An intense desire to put right the injustices of the past and to work for the better future

· Traditional music

· Tribal art

· Simple but elegant bead-worked garments and the famous Liberian chief’s hats

· Our country’s wildlife and scenic beauty

· The widespread popularity of certain sports



Travel systems, food and lodging systems, tourist attractions are reviewed

· The tourism products and services can include a wide variety of things – the service of a tourist guide, craftwork items for sale, car hire, the facilities offer at the bed & breakfast, the performance of a dance group, or even a combination of these. 
· As part of the economic responsibility, role-player in the tourism industry needs to develop partnership and linkage. s not only does this encourage co-operation, but it also makes it easier to sell the tourism products.  


F. Tourism as an income generation activity

As one of the world fastest growing industries, tourism is taking a principle factor of income generation in world. Tourism is one of the major economic earners to its staffs and in support to nation building through education as well as employment. Tourism involves self employment and employment by an employer and the country. 
G. Tourist magazines, literature

Do we have any tourist magazines in Liberia? Yes. The Liberia Travel & Life provide tourist with a great deal of information. Then again the Liberia Entrepreneur for business investors provides information to tourist on the economic climate in Liberia.

What are the purposes of these magazines? The tourist magazine, literature markets the tourism activities in your country. This magazine shows the attraction, the beauty and the physical features of a country. The literature of this magazine gives detail of the industry indicating chapters, sections as well as demonstrating pictures and giving information on the tourism activities.

H. Tourist Management

What is management?

Management is the process of organizing, planning, leading, and controlling towards achieving goals. 
Time management is the ability to organize, plan and coordinate activities in such a way that helps you to meet the deadline in completing projects. Time management involves being on time and ready to execute an activity. 
Management levels

The management levels of tin the industry range from the top to the bottom.
The board of directors is the owners of the business. These people are not easily seen by the lower staffs working in the industry. These people put in the money to run the business and also have share in the business.  They employ the manager and the assistant manager to fun the business.
The general manager employs the Human Resource (HR), the Finance Manager, the Operations Manager, the Information Technology Manager (IT), and the Sales and Marketing Manager of the establishment.
Management functions

The functions of management is to ensure that the establishment have quality standard of employees, quality equipments and logistics for staff to do quality work, employees have good customer care service skills, conducive working environment, staffs punctual at work and to make more profit.  
Management skills

The management skills must be of high and quality standard and experience. Management must be innovative and creative in making things happen right. Management must always bring in new suggestions and ideas.  
Supervisory skills 

The supervisors are to make sure that the quality jobs are implemented in a given time. The team he supervise report to him and he report to his manager.  

What Is Tourism? Handout

Definition of tourism:

Tourism is the temporary short-term movement of people to destinations outside the place where they normally live and work and their activities during their stay at each destination. It includes all movement for all purposes.

Types of tourism:
Mass tourism

Adjectival tourism

Sustainable tourism

Field Trips
Organization: Royal Hotel

Topic:

· Setting Tables

· Receiving Guests

· Greeting Guests

· Introduce room service, restaurant and bar service, front office desk

Organization:  RLJ Kendeja and Royal Hotel

Topic:

· How to create a menu

· Identify the types of restaurant table setting
· Identify the type of rooms

Objective:

· Identify the step in creating a menu

· To give trainees the concept restaurant setting

· To know the housekeeping procedures

Activities:   
· Questions and answers

· Discussion on how to setup a restaurant 

Guest Speakers

Organization:  Park Hotel

Position:   (Marketing Manager)

Topic: Customer service & marketing
Objective:

· To help trainees understand the marketing the procedures

· Identify the steps or key elements of marketing.

· To know the important of customer service and marketing. 

Activities:   

· Questions and answers

· Group work and presentation

Guest speaker: 
Organization:  Access Bank

Topic:

· How to have access to micro-credit

· Process in opening a bank account and savings
Objective:

· To have trainees understand the procedure in opening a bank account

· Identify the procedures in opening a bank account. 

· To give trainees the concept of micro credit

· Activities:   
· Questions and answers

· Discussion on how to have access to micro-credit

Organization:  Access Bank

Topic:    

· How to start a business

· Business survey 

· Loan access

Objective:

· To have trainees understand the procedure in starting their own business

· Know how to do a business survey. 

· To give trainees the concept in having access to loan

Activities:   
· Questions and answers

· Class discussion on how to start a business

· Class discussion on business survey and having access to loans

Organization:  Johncy Management

Topic:

· How to have access to micro-credit

· Process in opening a bank account and savings
Objective:

· Business management

Activities:   

· Questions and answers

· Discussion on how to manage your own business

Organization:  Royal Hotel

Topic:

· Setting the restaurant table
· Receiving greeting and seating guest

· How to take guest order in the restaurant

Objective:

· To have trainees understand the types of restaurant table setting

· Identify restaurant equipments. 

· To give trainees the concept of working in a restaurant

Activities:   
· Questions and answers

· Discussion on meeting guest expectation in the restaurant

· Class discussion on restaurant service

Organization:  LEED

Topic:

· Quality of leader
Objective:

· Becoming a good leader

· Setting and planning goals

Activities:   

· Questions and answers

· Discussion on how to be a good leader

· Identify strategy on how to set a goal have

Glossary:
A
A la cart - a menu from which items are chosen and paid for individually. This type of meal arrangement is highly included in any tour.

American plan/ full pension- is the accommodation with three meals daily and it   including in the price of the room.

B

Bellhops- a bellhop carry guest with their baggage to their rooms and introduce them to their rooms.

Breakfast- this work prepares dough, for baking breads and rolls. The task includes shaping dough, placing it in pans to rise, and performing the baking process itself.

Breakfast chef- the breakfast chef supervises the preparation of the food served for breakfast.

C

Cabin- this is a structure for lodging in rural areas, beaches and eco-tourism.

Cold meat chef- the cold meat chef prepares meat for cooking by shopping, slicing, grinding or filleting them.

Continental breakfast- an accommodation in a hotel that consist of coffee, tea, cocoa, or milk plus sous ross and jam or marmalade. In addition, this chef make sandwiches, meat and fish salads, they often assist in creating foods in decorative shapes.

E

Early or Day shift- the day shift is the early shift of the hotel, this shift runs from 6:00am to 3:00pm. Employees get tips during this shift. 

European plan- is a hotel accommodation with no meals, what so ever is included is the price of the room.
G

Graveyard or Night shift-this shift have the least guest activity, but it is during this shift that the night audit is completed. The night audit is the more specialized then the other front office duties. This shift runs from 11:00pm to 6:00am. 

H

Head source cook- working under the supervision of the assistant chef, the head source cook is in the operation of all sources, stews, casseroles and soups.

Hotel plan- is the basic for making room rate charge and identifies which meals, if any ire included in the rate.

M

Modified American plan- accommodation includes continental breakfast either table d’ hotel, lunch or dinner in the price of the room. 

P

Pastry chef- in many hotels, the pastry chef is in charge of preparing dessert items, including custards, puddings, cakes, pies and cooked fruits. Pastry chef also prepares batters for pancake and waffle and makes muffins and breaks.
Pension- French widely used in Europe meaning guesthouse.

Restaurant- is a commercial establishment engaged in the sale of food and beverages.

S

Soup cook- is the soup cook makes all the soup to be used in the restaurant and for banquets. It includes preparing and cooking vegetables and meats and preparing special orders.

Steward-is a steward receives and store food in a hotel and make sure there is sufficient food and supply for the kitchen.

Suling or Late shift- this is the second shift of the day, it runs from 3:00pm to 11:00pm. Employees get tips during this shift. 
T             

Table D’ hotel- is a complete menu from which deviations involves additional charges.  

References
Activities created by LEED staff

Shutters Life Orientation Grade 9

Copyright shutter & shooter Publisher (PTY) Ltd 2006 

Pietermaritzburg, South Africa. Published by Elaine Williams

Edited by Natalie Bell

Mr. Ambrose Weagbe, Ministry of information, Republic of Liberia







HOSPITALITY


SERVICES�
TRAINING MANUAL�
�






Rules of the game…





�





�





� INCLUDEPICTURE "http://i.i.com.com/cnwk.1d/i/tron/reviews/idleMsg/overlayCellPhoneFinder.jpg" \* MERGEFORMATINET ���











�





Preparing Fatu for the world of work!





     I want to be a waitress; therefore, I am going to get the skills required, so I can do my job well.





Answer the telephone





Work on the computer





Receive guests





Handle payments





Get a career and get a job, or start her own business…or help her to study further.








TIPS!


Plan and organize your time


Set learning goals for each week and month


Spent time enough to work on your manuals, socializing with friends and family, and exercising


Try to understand your practical


Read through your notes after class


Ask questions


Use your mentor and coach to assist you  with better understanding


Practice the skills you have learned


Visit businesses related to hospitality services  to give you a better understanding of your trade





My guests come first. I anticipate their needs before they say it. 











Hospitality is the relationship between a guest and a host, or the act or practice of being hospitable. That is, the reception and entertainment of guests, visitors or strangers, with liberality and goodwill. Hospitality frequently refers to the hospitality industry, which includes hotels, restaurants, casinos, catering, resorts, membership clubs, conventions, attractions, special events, and other services for travelers and tourists.  














“Hospitality” can also mean generously providing care and kindness to whoever is in need.





HOTEL FUNCTIONAL DEPARTMENTS





A receptionist


A housekeeper


A waiter


A chef


A sales person


A Manager




















Bengu oh, 


I am so …so excited I now can have a career in hospitality! I can be …








Are you committed to your job in …?





Attendance


Professional appearance


Maintaining personal hygiene


Good attitude 


Good working habits/ practices


Prioritizing


Asking appropriate questions


Be a motivator and a self starter


Being accountable











Have you mastered the … skills?





Communication (Oral/ verbal)


Organizational


Time management (Meeting deadlines & completing tasks)


Processing 


Technical 


Analytical 


Numeracy











Standard of Equity





Emotion





Group Goals





Values





Communication Styles








Relationships





Group pressure





Attitudes





Ethics





Fatu, my man I see plenty of people who look thy come from far country.  Where do these people stay? I real want to know the types of hotels that you find in our country.  


Musu, there is the thing they call commercial hotel which is often located in business areas. Airport hotels are often located near the airport, economy hotel provide limited services, conference center provides meeting facilities, and suits service as a temporary quarter for families, and casinos are used for social amusement.   They are plenty oh.       





Commercial hotels, air port hotels, economy hotel


Conference center, suite hotels, residential hotels, casino hotels


Resorts, motels, inns, bed & breakfast, camps guest houses, villas, and etc








Kendeja Resort & Villa








Mamba point Hotel








The Cape Hotel








One Star�
In a One Star hotel, (low budget hotels) there is no 24hrs of front desk or phone service nor guest amenities. There might not be restaurant services. Most will be located near to restaurants.�
�
Two Star�
A Two Star hotel is better than One Star hotel. It has better quality furniture, bigger bedrooms, TV in all bedrooms, etc. These hotels do not have 24hr facilities such as room service. Examples will be most self catering units �
�
Three Star�
A Three Star hotel provides a bigger variety of services. This includes facilities like spas, swimming pools, banqueting and conferencing, room service (optional), guest amenities. Offer 95% of services rendered to guests.�
�
Four Star�
A Four Star offers luxurious facilities and top of the range amenities. Furniture and décor is always of the highest magnitude. Facilities such as free wireless connectivity, big TV screens, fridges in the rooms, and turn over facilities. Services like breakfast also cater for all the dietary needs�
�
Five Star�
A Five Star hotel goes beyond comfort to offer top of the range services such as, valet services, bellhops/concierge, exotic cuisine. The rooms are normally large with top of the range amenities, big TV screens, mini bars, fully equipped gyms and spas.  Additional services such as daily newspapers in the room. �
�






OWNERS/INVESTORS





GENERAL MANAGER





DEPUTY GENERAL MANAGER





FOOD AND BEVERAGE


MANAGER





FRONT OF HOUSE MANAGER





HOUSEKEEPER MANAGER





SUPPORT DEPARTMENT


Personnel 


Finance 


IT/Computer


Sales & Advertising


Maintenance 


Computer Services











RECEPTIONIST


       


CONCIERGE








          


BELLHOPS








DRIVERS

















ASSISTANT HOUSEKEEPER


MANAGER





ROOM ATTENDENTS





HOUSEKEEPER





LAUNDRY








PUBLIC AREA CLEANER











CHEF





SOUS


CHEF














CHEF DE PARTIE





KITCHEN ASSISTANTS





MAITRE D’





RESTAURANT MANAGER





WAITER


   


   BAR LADY

















I have a very important job as a front office receptionist. I must look the customer in the eyes, be friendly and kind and at the same time address challenging issues that may arise. 











Look Hawa, it is a good thing to know about the POS system and maintenance skills. Look at the thing that I am doing! I never knew it before in my life! 








� (Point of Sale) system. 








Ah se ma luke’me, I se I fil gu bout myself, I know how to work on the P.O.S  machine na!





�





LEED Breakfast Menu





CHECKED (√)�
DUTIES (waiter/ waitress, supervisor, restaurant manager) �
�
�
Services areas clean, free from damage and ready for use.�
�
�
Stocks of service items. Linen and equipment are sufficient, clean and ready for service.�
�
�
Sideboard/Service Area stacks with sufficient and appropriate crockery, cutlery and service utensils for service.


Sideboard stocking to include:


Side plates


Cups and Saucers


Folded linen/ paper serviettes


Ashtrays


Toothpicks


Cutlery�
�
�
Crockery is checked for ships and removed from service. Inside of cups are checked for stains.�
�
�
Condiments are checked and containers wiped/cleaned before service.


Condiments to include:


Tomato Ketchup


HP Sauce


Worcester Sauce


Oil and Vinegar


English and French Mustard


Pepper Mills


Sugar bowls�
�
�
Restaurant furniture is checked and is clean, freely from damage and correctly positioned for food service.�
�
�
Table items are clean and correctly laid up ready for food and drink service.


Tables checked for wobbles and unevenness.�
�
�
Menu, wine list and proportional items are checked and ready for service.


Menus and Wine lists are clean and in good condition.�
�
�
The following are checked prior to service:


Lighting and light bulbs


Music and music levels


Windows clean


Planters


Air-conditioning


Chairs clean and placed 


Buffer and Service Gear�
�
�
Public Toilets. Toilets to be regularly checked during service.�
�
 





Good even Sokie, I am in trouble, and do not know where to get knowledge from on cleaning a hotel room.





�





Oh! Kadiatu, I think I can help you with what we got from the training session da we are attending!   





How to enter guest’s room





Knock at the door saying housekeeping.


Knock again saying housekeeping (harder).


Knock again saying housekeeping; knock three times before you can enter.


Asks guest “Can I serve your room now or what time you want me to come back?” Guest will tell you within five minutes.


Do not stand outside and wait, go and do another room and come back.








How to clean up a guest’s room





Asks guest “Can I serve your room now or what time you want me to come back?” Guest will tell you within five minutes.


Do not stand outside and wait, go and do another room and come back.


Open curtains and not the windows so that mosquitoes don’t come in.


Collect all the rubbish, sweep paper, and dirt and put it in the garbage bag. Tie the bag and place it outside the door. 


Remove bed sheets to take to the laundry. 


Wipe the walls behind the bed and pictures. 


Do high dusting so that the dust will not get on the bed. 


Push the bed and headstand back.


Make bed


Clean bathroom


Collect plates and glasses and take to the kitchen.


Collect room service items on a tray place outside (left over in the tray do not eat).


Collect all empty amenities in the bathroom. If soap or shampoo left, you can refill the bottles. 


Write all your requirements on the or sheet (Room #’s on top take one sheet off) 


One coffee


Sugar etc. 


You will have your sheet every morning to remind you.


Leave room with dirty linen in bag. Launder will count the linen and sign it with you, you will check it too, and sign, both signatures will be on it.


Wipe kettle and fill with clean water.


Remove remain items amenities and room tray.


Wipe and polish trays.


Wipe your chairs and check lower dusting (do not polish, just wipe) check that no chair or dust is on the chair or other places.


Sweep the floor and polish furniture’s (polish the whole chair and not half chair.)


Take the rubbish, amenities outside, dirty towels, bed sheet to the laundry.


Close door.


Replace all items after you have wash the tray and set items back.








HANDOUT How to enter guest’s room





Knock at the door saying housekeeping.


Knock again saying housekeeping (harder).


Knock again saying housekeeping; knock three times before you can enter.


Asks guest “Can I serve your room now or what time you want me to come back?” Guest will tell you within five minutes.


Do not stand outside and wait, go and do another room and come back.








�





Oh! Yes Susan, there are few things the people den da teaching cleaning told us. 





Hello Alice, can you tell me something da you know on safety procedures?  





Alice: Susan, wait let me tell you a little bit about accident procedures. The people den say we can help reduce accident by knowing dem.  


The purpose of cleaning security is to provide protection for cleaning workers and work places property. Management is expected to identify and apply security measures suitable to the risk associated with the business. The effectiveness of a company’s program for security depends on the cooperation of all employees. Accident prevention in the cleaning area requires knowledgeable and responsible cleaning employees. Employees who develop positive safety attitudes are able to spot possible safety problems. Once a possible safety problem has been identified, the responsible cleaning worker takes steps to get rid of the danger. You can develop a positive safety attitude if you understand that you, as an employee, are largely responsible for your safety. Excuses are never acceptable explanations for accidents.





Susan: Oh my goodness! Alice, you people are learning good, good things in da place ho. Can you also help me know something on security too? 


Alice:  Oh yes! Susan, I told you da day when the people were carrying on the recruitment for us to go register; you say da you don’t want to learn anything. You see now, you want to learn. I will tell small things. Dey also tells us something on security. Dey say da there are few steps to take when checking. Here deys are:   
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Medical Emergency Form


Name of injured:									


Address:										


							


Phone Number:


Home:	 			 		Work: 					


Next of Kin:


Home:						Work:					


Illness/damage:


Date:				Time:				Area:			


Cause of Illness/damage:								


Involved: 	Police			Next of Kin			Doctor		


	   	General Manager			Ambulance			


Action Taken:  ___									


											


Additional Information: _								


Completed by:


Name:					Date:				Time:		








ROBBERY REPORT FORM
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If you weigh 60 kg and your height is 1.6 m., you will calculate your BMI like this:                                               60 kg / (1.6*1.6m)                                                                =       60 kg / 2.56m*2                                                     BMI=23.44 kg/m*2








It is important for you to learn how to handle food so that it does not spoil or become contaminated.





�


Grilling
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Frying
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Boil








Fine girl come see dey tin I doing, my ma say, before I fis salad, I mun wash my hands and dey ingredients first.
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Measuring spoons
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Whisk
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Ice cream scoop
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Chef's knife 





�


Stewing pot





My name is James, and I am your tour guide. I hope you will enjoy your tourism journey. In a short while, we will be making a final touch draw, and, you will be ready to start playing your part in the tourism industry of Liberia. Good luck!

















                          TOURISM


          AS AN INTEGRATED SYSTEM





Government strategy in reducing past imbalances in tourism participation                  








Impact of service excellence on economic growth and community development








Working conditions, opportunities for future development and the code of conduct in a chosen field
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My name is Fatu and I am Liberian, I grew up in the                                                                


 Village called Kwan Village. In our village, we eat only meat and bush honey. Come and visit my village.








Insert picture of girls dancing and pictures of different craftwork items for sale








Insert picture of different types of people doing travel registration





Insert pictures of tourist at a bed & breakfast section
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