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ABSTRACT


The report entails the account of my experience, the challenge during the SIWES progrmame done at Rilafa Multi-Biz Global Enterprises, and recommendation to the establishment, institution and the Industrial Training Fund as well as the concluding part.

CHAPTER ONE
INTRODUCTION TO SIWES


The Student Industrial Work Experience Scheme (SIWES) was established by the Industrial Training Fund (ITF) in 1973 to enable student of tertiary institution have basic technical knowledge of industrial work base on their respective institution. The scheme was designed to expose student to industrial environment and enable them develop occupation competence so that they can readily contribute their quota to national economic and technological development after graduation. The major background behind the embarkment of student in SIWES was to expose them to the industry.

DEFINITION OF SIWES

The word SIWES simply means Student Industrial Work Experience Scheme. 

This can simply be defined as a program organized by the School Management and Industrial Training Fund (ITF) to provide suitable practical experience for the student on their field of study in order to equip them and familiarize them with the professions. It is an effort to bridge the gap existing between the theoretical and other professional education programs. The scheme involves the students of the polytechnic, universities and the industry employer’s programs of labour.
HISTORICAL BACKGROUND OF SIWES

Before the establishment of the scheme, there was a growing concern among industrial that graduate of our higher institution lacked practical background student preparatory of employment in industries.


Thus, the employers were of the opinion that the theoretical education going on in the higher institution was not responsible to the needs of the employers of labour. This was the reason for the establishment of Industrial Training Fund in 1973. It was established for assessment as well a training workers and students on industrial work.


The Industrial Training Fund Scheme during its formative years but as the financial involvement became impermeable to the fund, it National Universities Commission (NUC) and National Board for Technical Education (NBTE). Later, the federal government in November 1984 reverted the management and implementation. It was effectively taken over by the (ITF) on July 1985 with funding safety by the federal government.

AIMS AND OBJECTIVES OF SIWES
(1)
Provide an avenue for student in higher institution of learning to acquired industrial skills and experience during their course of study.

(2)
Prepare student for industrial skills and experience that they likely to meet after graduation.

(3)
Enlist and strengthen employer’s involvement in the entire educational process through SIWES.

(4)
Provide student with the opportunities to apply educational knowledge in real work situation, thereby bridging the gap between theories and practice.

CHAPTER TWO

INTRODUCTION TO RILAFA MULTI-BIZ GLOBAL ENTERPRISES,

Rilafa Multi-Biz Global Enterprises is located at 77, Ibrahim Taiwo Road, Ilorin, Kwara State.


The name of the General Manager is Edward Akerele as at present. Then we have Departmental Manager like Food and Beverage Manager, Front Office Manager/Housekeeping, Operation Manager, Admin Manager, Accountant etc.

The Hotel has three block where the guest are lodging in Block A, B, C. The total rooms they have is one hundred and fourteen (114).

ROOMS CATEGORIES

BLOCKS


ROOM

TYPES OF ROOM
A






Super Exclusive

B






Family Suite

C






Single Room








Standard Room








Superior Standard Room








Deluxe Standard Room








Diplomatic Suite








Presidential Suite


The Admin. Manager is the Hotel SIWES Coordinator who accept students of various higher institution.
Some of his duties are

· She makes student roaster on how to go from one department to other.

· He directs and coordinates student.

· He accommodates student complaitns and provide relevant solution.

· He attends to the school supervisors at their arrival to the hotel.

· He gives comments to the school about the student behaviour.

HOTEL FACILITIES
· Air conditioned.
· Security features.

· Laundry services.

· Business services.

· Garden

· Restaurant and Bar

· Free Parking

· Conference Facilities.
ORGANIZATION CHART OF THE HOTEL
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RULES OF THE HOTEL
· All junior staff must be in the correct uniform which must wash and ironed at the appropriate day.
· Use of phone is prohibited.

· All the staff and the management always held there meeting on every Monday before starting their various duties.

· Fighting and quarrelling among staff in the hotel premises is prohibited.

· Eating at the duty post unless during the time set aside for eating but not at the duty post.

· Disrespect of the management is prohibited.
PENALTY
· Anyone who violates the rules will face the penalty of fine that is ‘sub-charge’ of any amount which would be deducted from the monthly salary. 
CHAPTER THREE
EXPERIENCED GAINED IN THE COURSE OF THE PROGRAMME

INTRODUCTION TO THE VARIOUS DEPARTMENT IN THE COMPANY

There are various department in Rilafa Multi-Biz Global Enterprise that is making it functioning effectively and efficiently. The departments are as follows:

· Front Office
· Housekeeping

· Kitchen

· Food and Beverages

· Store Administrative

· Laundry.

During the time of my SIWES programme in the hotel, I was posted to the restaurant – housekeeping and finally kitchen.
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RESTAURANT DEPARTMENT


A restaurant is a place where one can eat a meal and pay for it. Food and beverages is usually served by the waiter or waitress. The waiter offers the menu card to the guest with some explanation when needed and take order from the guest, then write down in the restaurant order which is in triplicate (white the original, pink and blue). The original is always submitted to the kitchen for the food preparation and their own control document.


There is usually miss-en-place and miss-en-scene before the commencement of the service.

A waiter offers two different services to guest depending on the guest choice; room service and main restaurant service.

Room service operation is a type of service whereby the waiter take food order either in the guest room through phone call or in the restaurant through face to face contact but the food and beverages is served in the room with a tray service along with the bill for payment and service charge of N200 while main restaurant service is a type of service whereby the guest come into the restaurant to order for food. Food is served and the guest pay the bill without service charge.

In the Hotel the restaurant offers a la’carte menu.
Characteristics of A L’acarte Menu
· The guests have a low of choice.
· The guest have to wait for some time before food is cooked from the kitchen according to the order of the restaurant.

· In the Hotel, there is always fixed price for a particular menu but have freedom of choice.

Rilafa Multi-Biz Global Enterprise operates majorly A L’acarte table setting.
Items for the setting are:
Breakfast table setting
· Tea cup and saucer
· Tea spoon at the right hand

· Side at top of the knife

· Side plate with side knife

· Side plate at the left hand side
· Sugar basin

· Milk jug and tea pot
· Table cloths

· Napkin

· Table Number
· Joint Fork and Knife

· Serviette

· Breakfast Plates

LUNCH AND DINNER
· Laying of table clothes napkin fold
· Glass cup at the right hand side

· Wine glass (globet) at right hand side on top of the joint knife

· Joint spoon and knife at the right hand side

· Joint fork at the left hand side

· Dinner plate in between the fork and the spoon

· Tooth pick

· Table number

· Serviette.

The major control instruments used are:

· Bar docket for the drink; for taking drinks order from the guest.
· Restaurant order: It is to take food order from the guest which is in triplicate. The original is taken to the kitchen to start the food preparation.

· Restaurant bill: This is used for billing the guest in the restaurant or room if room service together with service charge.
· Restaurant daily food sale: It is book for taking food inventory.
· Restaurant daily drink sale.
· Requisition.

· Control Sheet.

Items present in the restaurant:

· Sideboard: It contains tableware (flatware, cutleries, hollowware) glasswares, crockery, linen, disposables.
· Refrigerator.

· Chairs and tables.

· Flat screen T.V.

· Air Conditioner.

· Staff Corner (Table and Chair)

· Electric Kettle.

SERVICE METHOD
The type of service is usually table service and trays are used for transporting to dinning area.

· When a couple with their children enter into the restaurant, the waiter greet with smile and welcoming them but children will be first attended to followed by wife and lastly the husband.

· Water is served at the right hand side and clearing is the right hand side.

· Food is served at the left hand side and cleared at the right hand side of the guest.
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KITCHEN DEPARTMENT


Kitchen is one of the most essential part of the hotel industry which deals with the production of food for both staff of the organization and the guests who come into the hotel for one reason or the other in return of money.

Rilafa Multi-Biz Global Enterprise is of two parts: One is where the staff normally eats their duty meal and as well as all the used tableware from the restaurant is usually washed. The other part is the main kitchen where food is always produced. It is comprises pastry and main dish preparation section.
STAFF IN THE KITCHEN
Chef, Cook and Kitchen Assistant
· Chef: He is the head of the kitchen, controls all the activities going on in the kitchen. He is in charge of making roaster.
· Cook: They are responsible for the preparation of food ordered by the guest from the restaurant.

· Kitchen Assistance: They assist the cook in cleaning the kitchen equipment and also preparation of the staff food.
There are both heavy and light equipment

Heavy Equipment
Light Equipment

· Gas Cooker

Pots of various type and sizes
· Microwave

Cooking spoon of various type

· Oven


Chopping board with different set of knives

· Sinks


Knives

· Grinding Machine
Bowls of various sizes

· Freezers


Buckets and basket

· Fridge


Cooler (Warmers)

· Heat Extractor

Rolling Pin and Turning Sticks

· Toasting Machine
Mob brooms, washing sponge and packers

· Working Table

Sieve and Strainer
Whisky, Brush, Funnel.

Food and Pastry Preparation

In the hotel there is what is called pre-planned. One of the kitchen staff will go to the market to purchase all the food items needed at the particular period through the Chef directives and the signature of the General Manager. When all the items has been bought and brought to the store for their own record ad as verify that all the items tally with their own record. Thereafter, the items will be separated and taking to the kitchen where those to be washed, boiled, grind, dry and so on will be taking care of.

Some of the pre-planned in the kitchen that enhance quick in food production within the period of order from the restaurant are:
· Washing and cooking of fresh meat and ponmo, later taken to the freezer until it is needed for final food production.
· Washing, parboiling and portioning vegetable into nylon as it will be used for one sales keep in the freezer until it is needed for final preparation.
· Washing of fresh pepper and tomatoes, some taken to fridge and some to freezer.

· Peeling of onions then keep inside fridge.

· Washing of vegetables such as carrot, cabbage, green pepper, runner beans, lettuce and keep in the fridge.

· Grinding of hot pepper, mixed pepper for stew, put in the freezer.

· Different kinds of stew preparation such as vegetable sauce, gbegiri, ogbono, edikaukong, egusi and so on.

· Cook beans, rice parboiling and keep in the fridge.

Food Production in Proper

Anytime there is an order from the restaurant to the kitchen. Items needed in the freezer or fridge would be taken out, some would be warned in the microwave while would be put in the not for final cooking, some would just start to be prepared afresh as at that time (like those bolus food such as amala, semo and so on).
Food that are prepared in Rilafa Multi-Biz Global Enterprise:
Meal


Stew


Pastry

Breakfast

Porridge

Ogbono

Doughnut

Boiled Yam

Amala

Edikaekong

Meat Pie

Scrambled Egg

Chappati

Efo riro

Sausage roll
Tea/Coffee

Dia


Egusi


Bread


Scrambled Egg

Semo








Sandwitch

Pando Yam







Bread

Egg Curry

Chinese Fried Rice

Vegetable Curry

Protein Curry

Egg Burji
Carribean Fried Rice

Protein Pepper Soup

Cream of Tomato Soup

Fruit Salad


After the production of the food, the restaurant will be called via-telecom to come and take their order.

RULES IN THE KITCHEN
· Wash as you go.
· Hair should be covered.

· Correct uniform must be worn.

· There should be proper hygiene for both personal and kitchen.

· No use of phone.

· The use of portion control must always be maintained.

CONTROL INSTRUMENT KITCHEN
· Cash advance

· Cash settlement

· Daily Sales book

· Requisition.

MEAT PIE

RECIPE

Pastry
Flour



-
1kg

Butter



-
500g

Baking Powder

-
1 teaspoonful (tablespoon)

Egg






Salt



-
Pinch

Water (Cold)

-
½ Cup

Filling
Mince meat 


-
½kg

Carrot (big)


-
4 pieces

Irish Potato


-
½kg

Onion



-
1 bulb

Curry



-
1 teaspoonful

Thyme


-
1 teaspoonful

White Pepper

-
1 teaspoonful

Spice for mince meat
-
1 teaspoonful

Nutmeg


-
½ teaspoonful

Salt



-
To taste

Maggi



-
6 Cubes

METHOD
(1)
Filling: Put your mince meat inside the pot, seasoning with maggi, curry, thyme, white pepper, salt, onion and water to boiling.

(2)
Peel the carrot and Irish potato, and wash it with water dice in a neat shape.

(3)
Cook your carrot and Irish potato in a salty water and allow it to boil and after boiling, drain it, use the strainer and rinse with water.

(4)
Put your pot on the fire. Add vegetable oil for frying the roux. That is adding of fat and flour together. Then add your stock to make the roux to become thicker form.

(5)
They add the mince meat, that already boiled carrot and potato will be add to the roux.

(6)
Allow it steam put it down and spread it on the tray to cool.

PASTRY
(1)
Sieve the flour, baking power and salt together.

(2)
Rub in the flour with fat, mix very well. Use your tip, to allow the air to incorporate inside flour.

(3)
Add the cold water to mix together, then mode it little by little and allow to rest for some minute.

(4)
Roll out the pastry and use the meat pie cutter, add the fillings, after putting the filling inside, then brush the edge with egg white and fold.

(5)
Seal the mouth with fork or meat pie cutter.

(6)
Use fork to pothole on top, so that the heat will penetrate inside.

(7)
Then egg wash it and put it inside the oven for baking for 20 – 30 minutes.

ORGANIZATION STRUCTURE OF THE KITCHEN
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HOUSEKEEPING

Housekeeping is one of the most essential departments in a hotel. It encompasses three major functions:

· Cleaning
· Maintenance

· Aesthetic up keeping of the hotel property.

FUNCTIONS OF HOUSEKEEPING
· Job position

· Competence of housekeeper

· House keeping room status report

· Room categories and types of rooms

· Occupancy code inventory guest supplies

· Guest amenities in the hotel room

· Design of a maid’s cart.
FRONT OFFICE DEPARTMENT

Front office is the first department that deal with initial inquiries, reservations, request for special service and so on. In the hotel environment, however, guest vents all their anger, frustration and special needs to front office staff that are always expected to provide immediate and perfect solutions. Therefore, this unit examines the various ways each of the front office areas may be handled and the ethical implications inherent in a variety of common situations.

A receptionist is an employee in the front office that attends to guest inquiries and shows a first impression to a guest.
Units of the Front Office
· The Reception Area
· The Cashier’s Desk

· The Front Manager’s Office

· The Doorman Stand

· The Telephone/Switchboard Room

· The Lobby

· The Enquiry Desk/Office

Skill and Personal Attributes of a Good Receptionist
· A receptionist must have a warm and friendly personality.
· Must work accurately and neatly.
· Must be able to cope under pressure
· Can sell the establishment product and service

· Shows fact and diplomacy in different situations.

· Must able to deal with problems.

Functions of Front Desk
· The front desk registers guest and assigns room to them.

· The staff receives and welcomes the guests on behalf of the hotel.

· The main activity is to complete registration formalities especially the billing information for the cashier to process during a guest stay and upon him/her leaving the hotel.

· The reception controls all rooms keys meticulously and issue them after activation and received the back after a guest stay.
· The front office agent multi-task the reception, reservation, telephone operator and cashier duties when not around.

· The receptionist prepare a reservation form and enter daily registration into the computer system and some other records.
· Receipt (bill) of any goods consumed by the guest is forward by other department to the receptionist to sign.

· Reception communicates with other department in the case of any complaint made by the guest.

Equipments and materials commonly used in the Front Office and their Uses
Key rack: This is where series of keys are kept and message for residence guest.

Room Rack: It is a place where all necessary document are kept.

Drawer: It is a space where all necessary documents are kept.
Telephone: It is used to communicate with other department also to receive information from guest in the hotel and outside the hotel.

Computer System: It is used for entering some records like daily occupancy, report and typing and useful information.

SmartCard Activator: It is used by the reception to slot in key card into the activation to activate the card so as for the guest to have easy access to the assigned room.
Printer: It is use to print out useful document.

Tariff: It is usually place on the front desk which comprises the accommodation information and other useful information.

Registration Form: It is given to the guest to fill in order to acquire the proposed room paid for. It entails the name of the guest, telephone no, occupation, address, name of next of kin, next of kin phone no, car no, signature. Below it, there is information that the receptionist will fill; type of room, room no, room rate, discount, deposit, arrival and departure date.
Reservation Form: It is use to book a room for the guest. It can be confirmed or none confirmed. Guest is permitted to pay a deposit for the room to be reserved for assurance and a receipt will be given as evidence when the guest comes back.
Daily Guest Register: This is used for recording the name of the guest residence in the hotel daily, their bill form number and room number.
Night Occupancy Report: Comprises C.I.T. (check in time), C.I.D. (check in date), C.O.T. (check out time), RTN (retained).

	S/N.
	R/N
	NAME
	ADDRESS
	C.I.T.
	C.I.D.
	C.O.T.
	REF
	AMOUNT
	DISCOUNT

	1
	101
	NIKE JOLLY
	SELF
	RTN
	02.06.14
	
	OCC
	10,000
	20%

	
	
	
	
	
	
	
	
	
	


Monthly and daily file.

Addressing Guest
· Welcome the guest with a smile

· Greet the guest in a politely manner

· Ask if they have confirmed reservation or not
· If yes ask the name in a polite manner
· Filling of form or card

· Allocate room to the guest and activate keycard

· Get portal to move the guest luggage.

Handling Guest Luggage
· Guest luggage are handed by the portal
· The portal handles guest arrival by receiving guest from the porch, escorting guest to the room after cleared from the front office agent

· The guest luggage will be transferred by the portals in case of change of room.
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HOW FRONT NOTIFY APPROPRIATE AND RELEVANT DEPARTMENT

House-Keeping


For the guest who want to stay in the hotel for three to four days. It is essential that he/she will be in need of the housekeeping department in clearing and tidy up the room through the arrival list going to the housekeeping. They will receive the knowledge of those who are on daily checkout, so that they will know the appropriate room, which is in need of their services at any time of the day.

Restaurant


The guest lodging in an hotel may result for the use of restaurant throughout it say or for certain days. The arrival list and appropriate notification going to the restaurant staff will help in identifying the person when its time to be rendered. It is also helps them to ascertain whether it is the guest or not.


Account


The appropriate notification to the entire necessary document including the guest arrival list enables the accounting departments to carry out their billing function on the guest in an hotel.

Maintenance


The front office gives information to the maintenance department about guest who is on daily check out, so as for the maintenance department to go for room checkup, repair of bed or faculty equipment in the room.


The maintenance department informs the front office about rooms that are not in good condition for sales because of lack of some repair of room equipment.


The front office provides information to the maintenance department about rooms needs repair and about room equipment that need replacement.

Food Service


During the time of function that is when some group of people will lodge in an hotel for two or more days and will need the food service. The front office will ensure there is a good communication channels to exist between the two departments. The reason is that advance information to enable the food service to liaise with the kitchen (chef) to make necessary food items available and plain menu before the arrival day of the guest. It provides the case of harassment which lack of information usually cause. All the food service staff will be brief about the necessary from the front office to the food service which include

· Date of arrival

· Date of department

· Number of guest

· The type of menu required most especially if the guest 

· Price

How to answer telephone calls in the hotel front office

· Answer the telephone promptly within three rings

· Say the name of the hotel, your name and appropriate greeting.

· Always have pen and paper in hand to make the record.

· Listen carefully, pay close attention to the details being expressed by the callers.

· Make the callers feel that they have your individual attention mention the name of the caller if possible

· If I have to ask the caller to hold, explain why wait for the caller agreement before putting him/her on hold

· If I say that I will call back. I do it as soon as possible, I tell the caller the appropriate time I can do it

· Repeat back in any details and follow up in writing

· Close the conversation politely, always say “Thank you for calling”

· Never give wrong information if you don’t answer, transfer the calling to the right person.
Account Section


This section is under administrative department of the Hotel. This section is at the front office and deals with the control of money and Hotel assets. It helps in stabilization of the income and expenditure of the Hotel.


Employees involve in the account section are

· Chief accountant

· Internal controller

· Cashier

Functions of Account

1.
Maintain financial stability in the Hotel.

2.
Estimates total income and expenditure.

3.
Maintaining the profit level of the hotel which is the main reason for the establishment.

4.
Analysis of the staff service charge, salary and the payment at an appropriate time

Book Used in Account

1.
Receipt

2.
Guest Bill

3.
Tab

Receipt: It is used after the guest has paid a sum of Money for any product to the cashier, the receipt would be given to the guest as a return and as an evidence of payment. It consist the amount paid, payment for.., the date and signature of the cashier.

Guest Bull: The bill is an import book used by the cashier to sum up all the service rendered to the guest during the time of lodging into the Hotel. Service like accommodation, food and beverages, laundry, café and so on. It makes it easier for the cashier to sum up the expenses made the guest.
ROOM TARIFF
Single Room


N5,800, N7,500

Standard Room


N25,500 
Superior Standard Room

N30,970 - N32,500

Deluxe Standard


N35,490.00 - N39,500

Exclusive Standard

N40,560 - N42,000.00

Super Exclusive


N51,700 - N55,000

Family Suite



N66,840 - N73,000

Diplomatic Suite


N69,600 - N77,000

Presidential Suite


N107,600 - N147,000
FORMAT OF A GUEST BILL

Date



Name




Room NO 

Time Arrived

Address



Unit

Time departed

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	











Guest Sign

Tabular Account: It is book broad sheet where all the account for a day is calculated.

In the book a column is for a guest and all the service render that day to the guest is recorded. At the end of the day, all the departments such as restaurant, Bar, Laundry submit their total sale for the day to the cashier and then calculate the total sale of the Hotel for that day. The cashier will indicate the total debt and paid out in the tabular account, also refers to as Ledger.

STORE DEPARTMENT


A store is a place where stocks are kept for future use and to meets immediate stock various departments. The employees in charge of the store are Store Manager and Store keeper.

Royalton Palace Hostel, there are two types of store:

Main store

Departmental Store

The main store is thee where all items of the Hotel are kept for future use. The items used by the departments of the Hotel are kept.

Function of the store

· The safeguarding of the Hotel stock

· It aids in the consistence use of items needed at particular time

· It always make item available all time

· It enables bulk purchase of stock

· It promotes the effective and efficiency work of other department.

STORE

BOOKS USED IN THE STORE

Requisition Book: It is usually with other departments to request for any items needed which must be sign by the Head of the department. It consists the item needed, the number of the item, the name of the employee who requested for it, signature of the manager and store keeper signature.

Delivery Note: This is the note in which supplier of stocks to the sore holds when supplying items to the store. It is carefully checked and compared with the items supplied by the store keeper.

Invoice: This is a list of goods sent or services provided, with a statement of the sum. It indicates the specific price and sum of each goods.

Bin Card: The Bin card is a card which shows the in and out of an item, value price of the items and the balance of that item when given out. It shows the date, price per unit stock re-order level of an items. It helps the Hotel to know the date and can be to know the total number of an items used by the hotel since its invention.

FORMAT OF BIN CARD

Description






Price per unit

Unit







Store re-order level

	Date
	Stock b/f
	Received From
	Receipt
	New total
	Issued
	Issued To
	Balance

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


Date:  The day, the month and the year of recording a specific stock.
Stock Brought Forward: The number of stock of the previous day taken to the next day

Received from: The name of the supplier.
Receipt: The number of item received for a particular day.
New Total:  The sum of the stock b/f and receipt.
Issued: It is the number of stocks issued out for that date

Issued to: Person who is to issue stock to.

Balance: The number of remaining items after a transaction has been made for the day.

Price per unit: The price per one item.
Stock re-order: The level a specific item will reach before new terms are bought.

Unit: It is the items in which the item is measured (kg).
Description: It is the details of the items.

GROUPING AND ARRANGEMENT OF THE STOCK IN THE STORE


Stock in the store is usually arrange according to their group as to make it easiest to recognize and as prevent stocks from  mixing up or affecting each other.


Stocks are grouped and arrange into eight (8). These are:
1.
Food and provisions

2.
Drinks

3.
Cleaning agents

4.
Non- trading store

5.
Stationary

6.
Maintenance

7.
Cigarette

8.
Perishable stocks in the fridge or freezer

Receiving and Issuing of Stocks


Before items are received from the supplier by the store keeper, the following must be checked;

· Expiring date

· Price compared to quality

· Number of items

· Date and time of receipt

HOUSE KEEPING DEPARTMENT


House keeping is one of the most essential departments in a hotel. It encompasses three major functions;

Cleaning

Maintenance 

Aesthetic up keeping of the hotel property

Functions of Housekeeping

· To clean guest rooms for sale.
· To maintain and provide laundered employee uniform.
· To clean public areas.
· To maintain and provide laundered guest room and restaurant linen.
· To decorate the hotel with fresh and dried flower arrangements

· To maintain the landscape and garden.
· To administer the lost and found articles of guest.
Job Position

· House keeping manager

· House keeping supervisor

· Room attendant

Gardeners

Laundry operators (crew of washer men, dry cleaners, etc.)


Competence of housekeeper

Smile

Basic etiquettes

Orderliness

Teamwork

Grooming and hygiene

Attitude

Self discipline

Courtesy

Physical fitness

Occupancy Code

	CODE
	STATUS

	O

V

DND

L

UR

N

SB

OOO

DL

NC
	Occupied

Vacant

Do-not-Disturb

Luggage in room but bed unused

Under repair

Occupied but no luggage

Scanty baggage

Out of order 

Double lock

Not cleared though departure has taken place


INVENTORY OF GUEST SUPPLIES

	ROOM
	BATHROOM

	12 letter heads and 6 envelopes

Bible / Koran

Telephone directives

2 ashtrays (in smoking-room)

Coffee table and chair

Bathrobe

Room service menu

Guest commend card

T.V listing

6 hangers per person

Small fridge with complimentary table water
	2 glass tumbler per guest

Shower cap

Soap, moisturizer, shampoo (vanity set)

2 sanitary bags

Shoe mit

Blade disperse 

Toilet Tissues

Toilet rolls


Guest Amenities in the Hotel Room

	Room
	Bathroom

	Bed linen

Mini-fridge

Safety deposit locker

Shoe shine

Television

Music channel

Air condition

Internet

Security

Fire safety
	Hot and cold water

Bathroom linen

Vanity sets

Shoes mitts

Sanitary disposal


Design of a Maid’s Cart

Linen items

Night spreads


1 per bed

Bed sheets



2 per bed

Pillow cases



2 per bed

Bath towel



1 for each guest

Face towels



1 for each guest

Hand towel



1 for each guest

Bath mats



1 for each bathroom

Mattress



few to replace as necessary

Bed linen



bath linen

Bed sheet



bath towels

Pillow slips



face towels

Night spreads


bath mats

Mattress protection

hand towels

Features in the room

Bed

Bedside table

Lighting system

Luggage rack

Wardrobe

Dresser

Coffee table and chair
	Equipment in the laundry

Washing machine

Dryer

Bucket

Iron

Tap

Table

Telecom

Shelves
	Cleaning agent

Disinfectants

Dettol

Deodorizer

Room freshener

Vim

Sanifresh

Liquid soap

Anol
	Cleaning equipment 

Mob

Bust pan

Duster clothes

Carpet brushes

Vacuum cleaner

Clean scrub bucket

Scrub brush


BOOKS USED IN HOUSE KEEPING DEPARTMENT

1.
House keeping room report

2.
Room occupancy list

3. 
Missing articles books

4.
Requisition book

5.
Maintenance job order

6.
Room checking book

Responsibilities of a Room Attendant

· Arrive at the laundry before the time to resume on duty and be in uniform

· Go to the reception to collect room occupancy report and master key and service cart

· We take note of the following:

Room already departed rooms showing request for service

Expected checkouts

Stay – over rooms.
CHAPTER FOUR

DISCUSSION, SUGGESTIONS, RECOMMENDATIONS 
AND CONCLUSION

DISCUSSION

My field of study is Hospitality Management and I was able to do or perform my SIWES programme in Rilafa Multi-Biz Global Enterprise, 77, Ibrahim Taiwo Road, Ilorin, Kwara State. I was able to touch deals with almost all the things I learnt in school and I was able to see how it is done and even put the knowledge into practice. I gained a lot of experience which will help me to study on field.


The following are the various departments of the hotel and their functions as it relates to hospitality management.

· Front office deals with welcome and allocation of rooms to the guest.
· Housekeeping and laundry deals with the cleaning and comfortable line and environment of the guest.

· Bar deals with the selling of alcoholic and non-alcoholic drinks and snacks.

· Kitchen and restaurant deals with the preparation and serving of food, drinks and snacks to the guest.

· Store department deals with the keeping of items needed by various departments for further use. Hence, the store allows the hotel to be involved in bulk purchasing.
· The account department deals with the monetary aspect of the hotel i.e. the income and expenditure of the hotel industry.

SUGGESTIONS AND RECOMMENDATIONS
· Hotels should please accept students who come for their SIWES programme.
· The hotel staff should not see SIWES students as burden either on their establishment, but they should please accept them and train them, even advice them.

CONCLUSION

In conclusion RILAFA MULTI-BIZ GLOBAL ENTERPRISE needs improvement, especially in the working condition of the staffs to increase their number of staff and facilities.


Finally, the staff at embassy are friendly, accommodating and always ready to explain the things that can help and expose students to the advance of their course of study so as to prepare them for future tasks.
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