% Standard Operating Procedure

“ Safety & Security

% Simulation Exercises

“ General Topics (Operations and Administration)

+* Interview Guidelines
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Check guest su

Vacuum guest roo

Clean vacuum cleaner

Close guestroom upon exiting

Cleaning the corridor

Assisting a guest upon lock-out of the room

Report DND rooms

Report pest in the room

TOPIC Conlzs:::ted Trainee | Trainer
+ Standard Operating Procedure
» Signing of Attendance sheet
» Cleaning of rooms in order of priority
» Parking of Cart/Trolley and vacuum
» Entering of a guest room
» Removing room service tray & table.in om
» Cleaning of Garbage bins
» Bed stripping
» Collect Bathroo rbage
» Making the b
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TOPIC

Date Completed

Trainee

Trainer

% Safety & Security

» Accident

Bomb threat by telephone

Bomb threat by post

Death
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TOPIC Date Trainee
Completed

Trainer

+ Simulation Exercises

» Greeting a guest in the corridor and having a friendly
professional chat

» Guest is upset since his room is not cleaned from the
morning.

» Guest is asking a lot of amenities in boxes as souvenir
take away.

» Guest is asking you to open his.zg BT QO0! dre
you do not know him. _.'l"" --""l'.__

» Guest is complaininggiil#e igil -."ll.

the room.

> You brokg®
mistake.

» Guest f

> Gues
are a ¢
> Yo

> Guest is comp ‘ S Qg as not been
cleaned propgil

» Gud

the roo r & B N1
> Guestil @ &.you énter the room. |!
» Guest I 1 'ﬁg to the hotel furniture!
» While yo

the hotel gueiist

room you find one of
®
» Guest is requ® b pany him/her after
duty. 1

> Guest is asking yo Ty
launder outside. h"lth

» Guest is aggressive with you ..“" -

room which you are cleaning.

» Guest is giving you huge tips.

> Guest is gifting you with valuable item.

» Guest is gifting you with alcohol.
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Date
Completed

Trainee

Trainer

% General Topics (Operations and
Administration)

» Roster

» Linen Inventory Report

» Room inventory sheet

» Organization chart




TOPIC

Date Completed

Trainee

Trainer

» Grooming standards

> Self-Introduction

» Body Language

> Confidence level

» What to ask /What no




