
{

t. ' ro * .5*-u"* ',' !;...* T.{-ll *ft-,"":, * i-:
;3,''*,L-P U*[- q.*1 j.-[ H"tu,Li+"a r.',

{_itqTVEffisgr il
SCE{GOI-, OF PRGF'ESSTONAL STU&TES

BACEIEE-, CTd OF. E{O SP{T'AL{T'Y AN& T'OUR{SM I\4ANA Gfl, ME T.IT

EJINET CSDE/FJAF,,[E: tsE{M 3S8: FnOUSEKEEE}lF{G AFJD E-ALF{DRY

SUPtrRV{S{OF{

Septernber- Decernben 201912020 End Sexnester Exarn - Timre: 2 Hours

Instructions: Answer Question OII{E (Compulsory) and any other TWO questions.
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a) Laundry and dry cleaning is an essential department in any hotel. Cieary state the flow of
items in the lar-rndry and dry cleaning plant from t1-re time the items are received until they
are issued back to the user giving reasons for rnajor actions undertaken at each section

(12 h{ar}<s)

b) Professional housekeeping cal1s for strict adherence to specific principles. Discuss

(7 Marks)
c) Identify essentials of professionai housekeeping supervision (5 Marks)
d) As a senior supervisor of a chain hotel operating in I(enya, you have noticed that guest

cornplaints have increased due to staff commissions and omissions that can easily be

avoided. The executive housekeeper has asked you to carry out refresher training to remind
the housekeeping staff on housekeeping ru1es. State any six of the most important rules

(6 Marks)
QUESTTON TWO
a) As a ne'uvly employed executive housekeeper in a five star hotel, you found that the

department has been operating without supervisors. On requesting the human resolrrce

inanager to employ at least one supervisor, you have been asked to fulnish the human

resource office with the following inforrnation
i) The basic skills that the supelvisor should posses (3 Marks)
ii) The importance of the skills clearly showing the skill that is most important and

the one that is least important for supervisors and why the supervisor should

posses them (6 Marks)
iii) Define standard operating procedure (SOP) and clearly identify the importance of

SOP in any hospitality establishment (6 Marks)

QUtrSTION THREE
a) Any housekeeping supervisor must understand the importance of room inspection

checklist. Discuss and drarv a sample check list (9 Marks)
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nr) Froiessional housekeeping reqr-rires atteietion ta detaii^ ideniir;, i"he lequii:emer-1{.s of a gliesi

room super"visor and the iteils he/she n:ust have lvlren inspeeting g'.rest ioolrs
(6 l\{an E<s)

QUtrST'XCF{ FOUnd

a) Outline the functions of the follorving hotel departments (12 &4an"ks)

i) F{uman resource

ii) Front office
iii) Maintenance

b) Discuss hotel Occupational Ftrealtir and Safety (OFIS)

AETFOMTAhT FT{/Mv aJ nD .[ E\rI\ F n v x:,

a) Differentiate purchasing fiom inventory control (4 Marks)
b) trdentify six considerations to make when purchasing any housekeeping and laundry

equipment (6 Marks)
c) Define hotel pilferage and state three examples of pilf-erage in the hor"isekeeping department

(5 h{arhs)
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