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CHAPTER: ONE 

INTRODUCTION 

 

1.1 Background of Hospitality Industry: 

"The French work 'hospice' has been adapted to form the world 'hospitality' that 

means taking care of the travelers".  

The original world is still retrained by a lot of organizations especially the care 

organizations & hospitals around the globe. It still carries the inherent message of 

love and care through the word hospitality. Hospitality in its core is about taking care 

pampering and helping others.  

We can define the hospitality industry as a broad range of revolves around lodging 

theme parks, transportation, cruise-lines, event planning and a plethora of other 

services geared towards comfort and serving others. 

A hospitality unit contains multiple groups such as facility maintenance and direct 

operations contributed by servers. Housekeepers, kitchen, workers, bartenders, 

management, marketing, human resource, tour guides just to mention a few.  

Hospitality industry in Nepal has turned into positive aspect after the peace process 

taken action in 2008. House operated technically and in an estimated location. The 

word hotel originated from the word hostel and again the word hostel from the word 

host. The word hotel was used in England in about 1760. Hotels may be generally 

defined as place, which provides over night furnished and serviced accommodation in 

return of payment. According to British law hotel is a place where benefited travelers 

and receive food and beverage, shelter if he is in a fit condition to receive hence hotel 

is in a fit condition to receive hence hotel must provide food & beverage, shelter to 

the travelers on payment and has might to refuse if the traveler is drank disorderly & 

not in a condition to pay for the service. The Nepal hotel industries is perhaps one of 

the oldest commercial endeavors in the world.  

Beginning of the hotel industry in the world was 'City Hotel' New York city in 1794. 

The real boom in Nepal Hotel Industry come in 2024 when two new concept 

emerged: Hotel and International Chain operation. International chain operation 
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provides modern technology that individual owner merged themselves to large 

international chain such as Sheraton, Hyatt, Holiday Inn, Ramida Inn, Hilton, etc.  

The First hotel open in Nepal was 'Nepal Hotel' in Patan Jawalkhel in 1951 to 1952. 

This hotel was opened as closed in one fiscal year. Mr. Boris Lisanevich Russian 

nationality arrived in Nepal with his Denish wife Inger in 1951 and established 'Royal 

HOtel' in 'Seto Durbar' or 'Dip Bahadar Bhawan' in Kathmandu. In 1952 'Parash 

Hotel' and in 1954 'Snow View Hotel' was opened in Bagbazar was first purposely 

built hotel in Nepal.  

Nepal, the country which agree diversities, can please all tourists with their 

individual, cravings for thrilling mountain expedition, trekking and jungle safari with 

world's largest variety of birds, highly turbulent revering adventures and fascinating 

romance. For instance, panoramic flight scene and hot air ballooning, taste of 

uniquely rich diverse culture, geographical miracles bewitching lakes, national parks 

and hunting reserves, Buddhist monasteries and exceptional natural beauties.  

Modern and Famous 5 star hotels in Nepal: 

• The Everest Hotel, Kathmandu 

• Hotel Yak & Yeti, Kathmandu 

• Hayat Regency, Kathamndu 

• Radision Hotel, Kathmandu 

• Soaltee Crown Plazza, Kathmandu 

• Pokhara Grande 

• The Blue Bird, Pokhara 

These are the modern hotels leading the hospitality industry and satisfying the 

customer service. 

 

1.2 Objectivities of Industrial Training: 

It is the opportunities to find out the interest in a particular career before permanent 

commitments are made. 

• To develop skills in the application of the theory to practical work situations. 

• To development skills and techniques directly applicable for the careers. 
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• It helps to increase a students sense of responsibility and good work habits.  

• It helps to have the higher level of academic performance.  

• Internship programs increase our earning potential upon graduation.  

• TO build the strength, teamwork spirit and self confidence.  

• To enhance the ability to improve our creativity skills and sharing ideas.  

• To build good communication skill with group of workers & learn to learn 

proper behavior of corporation life in industrial sector.  

• It helps to develop the sense of responsibility.  

 

1.3. Introduction to Training Hotel: 

Waterfront Resort, Pokhara located right on the bank of great Phewa Lake, where 

fresh water stream meets lake, provides a best habitat for aqua fauna, ducks, geese, 

coots, falcons, eagles and many wetland birds. This site is arguably the best to watch 

the vastness of serene water body in Pokhara. At Waterfront resort one can engross in 

the simmering ripples of Phewa and listen to the sound of silence and experience the 

wilderness of exotic Pokhara. 

A true Paradise so close, yet so far from the Madding crowd. Just 15 min drive from 

airport and 10 min walk from heart of the city.  

Waterfront Resort is operated by KGH group of hotels, resort, spa and travel which 

has 45 years of experience in hospitality industry. KGH group is one of the most 

trusted and reputed business house in Nepal. It operates a chain of hotels in Pokhara, 

Lumbini the birth place of Lord Buddha, Chitwan National Park, Koshi Tappu, 

Budhanilkantha near Shivapuri National Park in Kathmandu the famous Kathmandu 

Guest House.  

Waterfront Resort is run by professionals in a friendly and homely environment. 

Spread in 2 acres of palm beech garden and situated right on the bank of great Phewa 

Lake, Waterfront resort offers 60 guest rooms and 3 suites with individual balcony. 

The facilities includes spacious AC rooms, mini bar, tea/coffee makers, lockers, 

complimentary mineral water. 
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Waterfront Resort provides two well equipped conference halls (Peace Pagoda Hall - 

Capacity 200 pax and Harpan Hall - Capacity 60 pax) with secretarial services.  

Western, Chinese, Indian, Nepali and Local ethnic food are prepared by best chefs. 

Food is served in Aqua bird restaurant, Alfresco, Taal n Taal Noodle Bar and Glider? 

s deck Coffee Shop.  

Waterfront has full length swimming pool, spa and health club.  

Waterfront has a unique? Nirvana Energy? Spot under the canopy of 100 years old 

giant fig tree, from where one can watch the magnificent lake, ducks & gees and 

spend endless time in fishing and angling.  

Waterfront also provide boating, horse riding, mountain bike and paragliding services.  

Waterfront is a premium resort in Pokhara, from where one can see a 180 degree 

IMAX grandeur view of panoromic Phewa Lake surrounded by deep green mountain 

range. It is a true Nature Paradise which is so close from the city, yet so far from the 

madding crowd. Guests at Waterfront can engross into the vastness of simmering 

ripples of Phewa Lake and listen to the Sound of silence to experience the Wilderness 

of Pokhara.  

Location:  

Waterfront Resort is situated in the prime location of Pokhara at Sedi Height, lakeside 

road on the way to Pame and Sarankot Hill. The resort is only 10 min drive from the 

airport and 15 min walk from down town.  

Climatically and ecologically, Waterfront resort lies in the epicenter of aero-dynamic 

thermal action where warm breeze of Seti caynon meets with icy cold wind from 

Himalaya creating a best? Hotspot? For Paragliding and other wind sports in South 

Asia. Dozens of paragliders lands everyday next to resort. Guests can watch a action 

pack drama of paragliding all day long from the balcony of his/her room.  

Because of thermal action, this is also a wonderful place to watch majestic soaring of 

raptors and? birds of prey? such as Himalayan Eurasian Griffons, Egyptian Vulture, 

globally endangered Slender-Billed Vulture and Cinereous Vultures. The area is also 
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a fly-way for migrating eagles, including the Steppe and Imperial, as well as Pied and 

Hen Harriers and Common Buzzards.  

Waterfront resort is situated in the confluence of Harpan river and upper Phewa Lake. 

It creates a best habitat for wetland birds such as little grebe, white breasted water-

hen, Common Moorhen. Migratory duck that come for wintering includes Mallard, 

Common Teal, Gadwall, Ferruginous Duck, Eurasian Wigeon and Red-Crested 

Pocahrd. 

 

Organizational Chart of Training Hotel: 

  

General Manager 
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1.4 Significance/Importance of Industrial Training: 

• The main importance of the industrial training is to expose self to the working 

environment of industry. 

• I will enable us to understand the theories student with more detailed and 

hands on practice with in a real job situation.  

• It helps to gain the self-confidence and discover their own ability. 

• Industrial training also nature a student's leadership ability and responsibility 

to perform or execute the given task. 

• Industrial training bound in the rules and trained for proper schedule planning 

and time management.  

• The main significance of these training is to be fostered responsibility and 

independent. 

• Industrial training helps to face the challenges and test their perseverance and 

thinking abilities when facing a decision making situation. 

• It is the great and invaluable experience for students.  

 

 

1.5 Methodology: 

 5.1 Primary Methods 

• Experiments 

• Hands on practice  

• Group Discussion 

• Interview 

 

5.2 Secondary Method 

• Review of the course book 

• Browsers 

• Google links 

• Hotel links, website 
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1.6 Organization of the Report: 

This report is prepared for the completion of Diploma in Hotel Management Program. 

An industrial internship exposure report is organized into the following chapter;  

Chapter One: Background, Objectives' of the Industrial Training, Introduction to 

Training Hotel, Significance of Industrial Training, Methodology, Organization of the 

Report. 

Chapter Two : Food Production Department it includes the Introduction, 

Organization Chart of Food Production Department, Job Description of the Kitchen 

Staff, Introduction to the Bakery Section. 

Chapter Three: Front Office Department- Introduction, Organization Chart of Front 

Office and Job Description and the how to handle the guest & complains and dealing 

towards the guest.  

Chapter Four : The F & B Service department- Introduction, Organization Chart, 

Job Description, Customer Dealing, Planning, Organizing, Communicating, and 

Directing.  

Chapter Five: Housekeeping Department- Introduction, Organization Chart of H/K, 

Job Description, New Skill Learned.  

Chapter Six: It contains the Summary and Conclusion of the report and list of Table 

included in the report and Figures of the related department.  
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CHAPTER: TWO 

INTRODUCTION TO FOOD PRODUCTION DEPARTMENT 

 

 

2.1 Introduction: 

The food production is one of the integral part and important operational department 

in a hotel which is divided into food production and food and beverage service 

department. Food production or kitchen department is responsible for the actual 

preparation of food item where as the F & B service department is responsible for the 

systematic service of food from the hot or cold plates of kitchen to the customer's 

tables as per their choices or orders.  

 

The term kitchen is derived from the French word 'Cuisine' which literally means Art 

of Cooking or food preparation in the kitchen. But in the modern concept of catering 

the cuisine not only refers to art of cooking foods in the kitchen, it also indicates the 

style of service offered to serve the food.  

 

Cooking often is the method used to improve the flavors of foods using combination 

of ingredients to provide the most pleasant test and the art of preparing or cooking the 

most pleasing food is known as culinary art. Simply, we can define culinary art is an 

art of preparing and presentation of food. In different methods and medium. I serve 

the multi-cuisine food like. Indian Chinese continental, Nepali, so on. It prepares food 

from the starter to the desert.  

 

Bakery: 

Bakery is a traditional activity and occupies an important place in food processing 

sector. Despite the advent of semi-automatic and automatic bread lines as well as 

biscuit plant, a fairly sizeable cross-section of the population still peters fresh bread 

from bakery with growing population and nutritional standards as well as demand for 

fresh, ready to cut convenience foods the demand for bakery items has also increased 

considerably, bakery items include, bread, muffins, croacens, cakes, cookies and 

pastries and these are consumed both as breakfast and snacks food.  
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The bakery section is same at the hot kitchen where they prepare the bakery items and 

serve to the guest. Desert items which are prepared: cakes, brownie, apple pie, lemon 

tart, etc.  

 

2.2 Organization Chart of Food Production Department: 

 

Executive Chef 

 

Sou Chef 

 

Commis I 

 

Commis II 

 

Commis III 

 

Kitchen Helper 

 

Trainee 

 

     Fig. 2 

 

 

2.3 Job Description of Kitchen Staff: 

Duties and Responsibilities of Executive Chef: 

• Plans menus for all food outlets in the hotel. 

• Schedules and coordinates the work of chefs, cooks and other kitchen 

employees to assure that food preparation is economical and technically 

correct and within budgeted labor cost goals. 

• Approves the requisition of products and other necessary food supplies. 

• Ensures that high standards of sanitation, cleanliness and safety are maintained 

throughout all kitchen areas at all times. 
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• Establishes controls to minimize food and supply waste and theft. 

• Safeguards all food preparation employees by implementing training to 

increase their knowledge about safety, sanitation and accident prevention 

principles. 

• Develops standard recipes and techniques for food preparation and 

presentation which help to assure consistently high quality and to minimize 

food costs; exercises portion control for all items served and assists in 

establishing menu selling prices. 

• Prepares necessary data for applicable parts of the budget; projects annual 

food, labor and other costs and monitors actual financial results; takes 

corrective action as necessary to help assure that financial goals are met. 

• Attends food and beverage staff and management meetings. 

• Consults with the Food & Beverage Director about food production aspects of 

special events being planned. 

• Cooks or directly supervises the cooking of items that require skillful 

preparation. 

• Ensures proper staffing for maximum productivity and high standards of 

quality; controls food and payroll costs to achieve maximum profitability. 

• Evaluates food products to assure that quality standards are consistently 

attained. 

• Interacts with food and beverage management to assure that food production 

consistently exceeds the expectations of members and guests. 

• In conjunction with F&B management team, assist in maintaining a high level 

of service principles in accordance with established standards. 

• Evaluates products to assure that quality, price and related goods are 

consistently met. 

• Develops policies and procedures to enhance and measure quality; continually 

updates written policies and procedures to reflect state-of-the-art techniques, 

equipment and terminology. 

• Establishes and maintains a regular cleaning and maintenance schedule for all 

kitchen areas and equipment. 

• Provides training and professional development opportunities for all kitchen 

staff. 
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• Ensures that representatives from the kitchen attend service lineups and 

meetings. 

• Periodically visits dining area when it is open to welcome members. 

• Support safe work habits and a safe working environment at all times. 

• Perform other duties as directed. 

 

Duties & Responsibilities of Sous Chef: 

• Responsible to the Head Chef during service for timing and progress of all 

dishes. 

• Responsibility for the Kitchen operation in the absence Head Chef. 

• To assist with the training, induction and development of the kitchen brigade 

when required. 

• To control wastage and to help maintain food costs. 

• To ensure that in the preparation and presentation of food, the highest 

standards are maintained at all times. 

• Assist in the responsibility for the operation of various sections within the 

kitchen.  

• To work towards and ensure a positive relationship exists between the 

restaurant and the kitchen.  

• To constantly focus on guest care and service. Ensuring that everything that is 

done well improves and enhances the guest experience.  

• To be fully conversant with the menu and to be adaptable with continual 

changes to ensure that the menu is kept in line with customer demands and 

company policies.  

• To Ensure that the correct and same ingredients are used as specified by the 

Head Chef to ensure quality is upheld at all times.  

• To assist the Head Chef to effectively achieve and identify with a concise 

repertoire of dishes. 

• To maintain and constantly develop the finest selection of dishes that 

compromise the menus that the company offer in conjunction with the 

standards laid by the company. 

• To direct responsibility for all dishes served in your section. 
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• Attend any necessary training sessions or meetings. 

• To make sure that company policy, the vision statement, and departmental 

objectives are followed and utilize at all times. 

• To ensure that all appliances, fixture and fittings are safe and work in 

accordance with Health & Safety regulations and report any faults to the 

Health Spa Manager or Health Spa Supervisor. 

• To be fully aware of the Hotel's Fire Safety Procedures and Health & Safety 

regulations.  

 

Duties & Responsibilities of Chef De Parties : 

• To understand and be aware at all times of food costs and percentages and 

understand how daily departmental costs influence profit and loss results.  

• To monitor stock movement, to ensure stock security.  

• To ensure minimum kitchen wastage.  

• To assist with the provision of training and development for department staff 

in kitchen procedures.  

• To ensure knowledge of the product is maintained and communicated to all 

relevant personnel.  

• To work with the Sous Chef to ensure the mis-en-place is completed. 

• To report any maintenance issues to the Head Chef immediately. 

• To comply with the conditions of the food hygiene policies. 

• To be flexible and willing to help other departments as busy times if required.  

• Ensure buffet/food displays are set up and maintained professionally, as per 

organizational standards.  

• Control food wastage, without compromising on food quality. 

• Check the quality and availability of raw ingredients all the times for smooth 

operation. 

• Ensure par level of dry stores and perishables are maintained on daily basis, 

and also ensure correct store requisitioning.  

• Coordinate function and activities with other F&B section, engineering, 

housekeeping etc. whenever required. 

• Counsel subordinates in work related and personal matters.  



 

 13 

Duties & Responsibilities of Commis: 

• Prepare food and provide prompt, courteous, and accurate service to all the 

customers as per organizational standard of quality, as directed. 

• Control food wastage without compromising on food quality.  

• Prepare all mise-en-place in production section for smooth kitchen operation, 

as directed.  

• Ensure hygiene and cleanliness of his/her area at all times. 

• Assist chef de parties in implementing and following organizational standard 

on food quality, preparation and presentation.  

• Be responsible for maintaining all kitchen equipment in his/her area in good 

working condition.  

• Ensure cleaning and sanitization of all the equipments and tools in appropriate 

manner. 

• Recommend daily requirement from store to the chef de parties. 

• Maintain daily log book and registering equipment issues, and any critical 

information to be passed on to higher authority or next shift. 

• Provide assistance to all subordinates and peers of various kitchens.  

• Ensure appropriate and professional communication with all the team 

members.  

• Coordinate with other food and beverage section, engineering/housekeeping, 

etc whenever required.  

 

 

Duties and Responsibilities of Trainee: 

I got a golden opportunity to learn some new technique and skill in the food 

production. Specially, the trainee works is to help the kitchen personnel and follow 

their order.  

• I learn the steps of cutting and how to work test and confidently. 

• I learn the actual hygiene and real storage system. 

• I observe to the chef what he is cooking & how he is preparing dish. 

• Presentaiton of the food and garnish. 

• Mise-en-place mise-en-scene according to the kot order.  

• I learn how to make the sauce and greavy for different dish.  
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• I learn the mardination process and rest after mardination.  

• How to cook food and use of the different spices in the dish. 

• I got an opportunity to see the different menu for the long term party & 

changer in the dish.  

 

 

2.4 Some of the Commonly Prepared Menu Items: 

Table 1 

 Items  Price (Rs.) 

Chilly Fries 250.00 

Chilly-Mushroom/Babycorn/Paneer 450.00 

Chicken Chilly 450.00 

Fried Fish/Tawa Fish 450.00 

Crunchy Chicken 450.00 

Momo Vegetables/Chicken 300.00/400.00 

Sweet Corn Soup (Vegetable/Chicken) 290.00/330.00 

Cream of Chicken Soup 390.00 

Manchow Soup (Vegetable/Chicken) 290.00/350.00 

Fresh Farm Salad 250.00 

Greek Salad 450.00 

Asian Salad 400.00 

Pasta Connection 350.00/400.00/450.00 

Cazun Chicken 600.00 

Corn Fed Chicken 550.00 

Grilled Chicken Sizzler 650.00 

Fish & Chips 490.00 

Palak Paneer 450.00 

Kadai Vegetable 400.00 

Vegetable Taka-Tak 400.00 

Peas Pulaoo 250.00 

Vegetable Briyani 400.00 

Fish Korma 650.00 

Chicken Tikka Masala 550.00 
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2.5 Critique: 

The food production of Water Front Resort is multi-cuisine department where all the 

foods are prepared and served from some station from Snacks/Appetizer to the desert. 

And the numbers of staffs are at the same kitchen. It helps in coordination among the 

staff and to give the best product. 

But during the busy time it creates the problems for the preparation of food and 

creates the confusion, if the hot and cold kitchen was separately and pastry. It will be 

safer and more hygienic. And their will not be crowd of the staff and they can focus 

on their own duties and responsibility.  

So, if it was separately all the section we may learn some more skill and it will be 

good for the organization. Didn't get the chance to cook the main disk.  
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CHAPTER: THREE 

INTRODUCTION TO FRONT OFFICE DEPARTMENT 

 

 

3.1 Introduction: 

Front office in a hotel holds prime importance in view of basic nature of business of 

the hotel that is to sell the rooms. It has a complimentary role of image making which 

is the first and the last point of contact of every guest and it also involves in number 

of activities.  

Front office department is the face and as well as the voice of a business. Regardless 

of the star rating of the hotel or the hotel type, the hotel has a front office as its most 

visible department. It is the department which has common link between the 

customers handles the transactions between the hotel and its guests. 

The staff receives the guests’ handles their requests, and strikes the first impression 

about the hotel into their minds.  

 

3.2 Organization Structure of Front Office Department: 

 

Front Office Manager 

 

 

 

Reservation  Front Office       Front Office  Telephone  Night 

Agent   Supervisor  Cashier Operator Auditor 

 

 

Bell Caption  Receptionist 

 

 

Bell Boy  Trainee 

      Fig. 3 
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3.3 Job Description of Front Office Staff: 

Duties and Responsibilities of Front Office Manager: 

• Evaluate and decide the need of personnel in the department.  

• Train and update staff skill. 

• Schedule the staff duties. 

• Supervise and help work loads during shifts. 

• Maintain working relationship and communicate with all departments. 

• Resolve guests problems quickly/efficiently and courteously.  

• Enforce all cash credit policies, cash handling and other modes of payment.  

• To perform personalized check-in facilities for UIPS/CIPS.  

• To interview, select and employee suitable staff though the channel of 

Personal Manager, Human Resource Department. 

• To assist GM and keep him information about the operation of the department. 

• To assist in preparation of annual budget on room sales revenue.  

 

 

Duties ties and Responsibilities Assistance of Front Office Manager: 

• To promotion of room sales and keep control over reservation, reservation, 

reception, information and cashiering activities.  

• To prepare duty roaster and sanction leave for the staff under him.  

• To maintain records of houseguests.  

• To create good business image.  

• To create successful guest relation  

• To handle guest complaints.  

• To liaise with management and all the staff.  

• To coordinate with other related departments.  

• To brief the staff at speculated time  

• To develop and enhance performance, performance, productivity and 

knowledge of staff through training, motivation and including positive 

attitude.  

• Performs any other duties assigned from time to time. 
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• To ensure that all message, parcels and fax are handled and distributed 

properly.  

• To be constantly up to date on city and in-house activities and to up-sell the 

hotel at all times.  

• To maintain a high standard of personnel appearance and hygiene at all times.  

• To respond to any other changes in the department function as directed by the 

industry, company or hotel.  

• Monitors master key control. 

• Reviews and completes credit limit report.  

• Assist the Front Office Manager in forecasting yield for future.  

• Assists to conduct monthly Front Office meeting.  

• Assists to prepare the statistical report, forecast, annual budget, strategic plan 

and goal program Performs any other duties assigned from time to time.  

• To ensure that all message, parcels and fax are handled and distributed 

properly.  

• To be constantly up to date on city and in-house activities and to up-sell the 

hotel at all times.  

• To maintain a high standard of personnel appearance and hygiene at all times.  

• To respond to any other changes in the department function as directed by the 

industry, company or hotel. 

 

Duties and Responsibilities of Lobby Manager: 

• Responsible for the overall day to day operation.  

• Monitors the Hotel personnel to ensure guests always received cordial prompt 

attention and personal recognition.  

• Maintains the smooth operation of the Front Office operations.  

• Handles any guest problems according to agreed policy.  

• Ensures special handling for VP arrival  

• To make the daily, weekly or monthly duty roasters.  

• To organize, motivate and control the uniform staff.  

• To give information about rate, discount, credit, allowance etc.  

• To give the about the rules, terms, policies and activities.  
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• To conduct briefing and provide short training his / her staffs.  

• To liaison with airline offices regarding flight schedules.  

• To make constant record of all operational areas to ensure their smooth 

functioning at night.  

• Greets all guest at all times in a friendly and helpful manner and attempts learn 

and use guest name at every opportunity.  

• Fully in charge in the absence of the Assistant Manager Front Office.  

• Responsible for the master key.  

• Receives information from previous shift Lobby Manager and passes on 

pertinent information to the next Lobby Manager.  

• To be constantly up to date on city, emergency telephone number and to up-

sell the hotel at all time.  

• To respond to any other changes in the department function as directed by the 

industry, company or hotel.  

• Performs any other duties assigned from time to time. 

 

Duties and Responsibilities of Reservation Supervisor: 

• Responsible to the Front Office Manager.  

• Understands the entire Reservation procedure well according to the manual 

and the system.  

• Responsible for the Hotels worldwide Reservations in coordination as well as 

the local ones.  

• Handles correspondance sorts letters, telexes, fax, cables.  

• Allocates daily tasks to Reservation staffs.  

• Daily reviews reservation booking and arrival report. 

• Prepares occupancy forecast.  

• Trains the Reservation staff accordingly and implement Policies and 

Procedures. 

• Liaise with the Sales Department in regards to occupancy, rates analysis.  

• Identifies top producing accounts to ensure proper recognition by Reservation 

Staffs. 

• Prepares various production report and submit to concern Department.  
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• Monitors telephone manner and general performance of Reservation staffs.  

• Ensures special handling of VIP guests.  

• Reviews blocking of Suites room, and any other special group request.  

• Supervises group reservations.  

• Maintains cordial relations with commercial clients. 

• Informs the Front Office Manager when the Hotel availability status will be 

changed and prepares necessary action.  

• Schedules work roster and maintains work position at all times neat and in 

order.  

• Performs any other duties assigned from time to time. 

 

Duties and Responsibilities of Front Office Assistant: 

• Prepares monthly report on Front Office Assistant activities and discuss how 

to improve the standard of service.  

• Greets all guests at any time in a friendly and helpful manner and attempts to 

learn and use guest name at every opportunities. 

• Takes personal interest and pride to ensure the Lobby area is kept clean and in 

order at all times.  

• To assign duties and responsibilities to subordinates, assisting the Loby 

Manager. 

• Reports any hazard to health or safety immediately to the Lobby Manager, 

Front Office Manager or any other appropriate Department Head.  

• Be familiar with other Park Hotels.  

• Assists the Lobby Manager.  

• Informs other operation Department Heads of anything involving their 

Departments.  

• Checks-in/checks-out VIP as well as other guests.  

• Maintains continuous contact with Hotel guests to ensure that complaints are 

well handled in a courteous manner.  

• Gets inputs for guest satisfaction.  

• Handles any guest problems and refers to the Lobby Manager if deemed 

necessary. 
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• Be well groomed, has pleasant attitude and ready to offer assistance at all 

times.  

• Be thoroughly aware of VIP arrival and departure on day by basis.  

• Ensure that departing guests have a positive impression of the Hotel services.  

• Always keeps a high standard behavior and appearance expected by The Park 

in lis/her attitude toward guests and employee alike.  

• To ensure that all recurring guests are pre-registered. 

• To meet and greet all arriving VIP, ensuring that their needs are satisfied, their 

luggage swiftly sent to their rooms.  

• To conduct training courses and refresher courses for existing staffs.  

• To coordinate closely with the various department head to keep an effective 

communication.  

• To, maintain a high standard of personal appearance and hygiene at all times.  

• To ensure that the department's operation budget is strictly controlled.  

• To be constantly up to date on city and in-house activities and to up-sell the 

hotel at all times.        

• To respond to any other changes in the department function as directed by the 

industry, company or hotel.  

• To perform any other duties assigned from time to time. 

 

Duties and Responsibilities of Receptionist: 

• To receive the guest promptly with and assign the room. 

• To provide prompt and obvious care while handling VIP, CIP and FIT guest. 

• To issue VIP amenities voucher.  

• To handle foreigner guests and complete all their required government 

formalities. 

• Calculate room availability and advice reservation. 

• To send arrival and departure notification slip to various departments. 

• To open guest folios and check the guest registration cared. 

• To arrange transport facilities for guest, if required. 

• To update the room reports and occupancy statistics. 

• To update the room rack regularly. 
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• To closely coordinate with housekeeping for clearance of room to sale. 

• To maintain proper records of complaints.  

• To tally room status with information, tel. and room service.  

• To prepare on daily guest turnover and room status.  

 

Duties and Responsibilities of Night Auditor: 

• To reconcile charges posted to guest account folio.  

• To check the guest folio for accuracy. 

• To verify front office cashier report. 

• To monitor current room status, discounts and other promotional programs.  

• To track room revenue and occupancy percentage. 

• To prepare daily transcript of room occupancy report.  

• To audit night room report of the receptionists. 

• To account for city ledger amount.  

• To summarize reports of operational for management. 

• To perform check in check out procedure. 

 

Duties and Responsibilities of Bell Captain: 

• To prepare duty roaster. 

• To conduct briefing prior to the starting of the work shit. 

• To inspect the grooming of the junior staff and conduct briefing.  

• To ensure that the bell desk is stocked with postage stamps and other required 

items. 

• To supervise the guest information service, travel arrangement and 

reservation.  

• To deal with the wake-up call.  

• To page the guest as and when required. 

• To follow scanty baggage procedure. 

• To keep the proper record in the log book. 

• To monitor the discipline and conduct of staff.  
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Duties and Responsibilities of Telephone Supervisor: 

• Supervises the operations to ensure prompt, courteous and accurate handling 

of all telephone calls. 

• To ensure efficient and accurate implementation of all wake-up calls for 

guests.  

• To maintain a close liaison with the Telephone Company to ensure efficient 

provision of telephone services. 

• Ensure efficient provision of message relay services by supervising message-

taking activities and paging services for both hotel staff and guests.  

• To arrange duty roster and ensure that all operators report for work punctually.  

• To make decisions and resolve any problems and complaints which occur in 

the telephone department, or if necessary, refer them to Front Office Manager 

for further action.  

• To ensure that all staff have a complete understanding of and adhere to the 

hotel's employee handbook rules and regulations. 

• To ensure that all staffs are familiar with all emergency procedures. 

• To ensure that the Executive telephone lists is up-to-date in case of 

emergency. 

• To promote Inter Hotel Sales and in-house facilities to all guest. 

• To review and up-date in-house telephone directories.  

• To conduct training courses and refresher course for existing staff.  

• To perform any other duties assigned by the Management.  

 

Duties and Responsibilities of Telephone Operator: 

• Answer the Telephone console promptly, friendly and efficiently in a natural 

voice tone.  

• Handles international/city operator assisted calls, direct dialing, 

international/city calls for non-resident guest. 

• Handles wake up calls.  

• Attends telephone briefing and quarterly meeting. 

• Ensure punctual attendance and adheres to duty schedules as directed by the 

Telecom supervisor. 
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• Ensure working area is clean and tidy. 

• Ensure messages left by caller to guest or others are passed on to the receiver 

without delay. 

• Familiar with all extension in the hotel and outside emergency numbers.  

• Familiar with Hotel emergency procedure.  

• To be constantly up to date on city and in-house activities and to up-sell the 

hotel it all times.  

• To ensure that proper charges are written out for operator assisted calls, as per 

agreed instructions.  

• To ensure that the doctor is contacted with the minimum delay, and the 

telecom supervisor is informed upon requested by guests.  

 

 

Duties and Responsibilities of Trainee: 

Front office department is very sensitive department of the hotel. In such departments 

I get opportunity to learn many new skills.  

• Work allocated for the trainee 

• Filing 

• Handling guest bag 

• Leading towards the room 

• Recording guest email 

• Making Wi-Fi codes 

• Writing name card 

The new skills which I learn during Internship period:  

• How to receive the guest 

• I learn the check-in process. 

• Information is to be provided after check-in 

• How to check in the system 

• How to handle the guest complains 

• Way of up selling and back rooms 

• Checking email and reply 

• Booking conformation 

• Check out process.  
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3.4 Section of F.O. Department: 

Reservation Section: 

Reservation section is responsible for booking of rooms in advance. It receives the 

room requests; reservation analyzing and documentation of the room request received 

maximize the room sales. Work closely with the sales and marketing.  

Bell Desk: 

It is located very close to the main entrance of the hotel. It is handle by the bell desk 

manager or caption, who leads a team of bell boys. It is mainly responsible for 

handling guest luggage from the guest vehicles to lobby and guest room at check-in 

and the guest vehicle at departure time. Carry out the Errand Card and responsible for 

the left luggage.  

Reception/Registration: 

Reception/Registration is an important section of the front office department in a hotel 

which is primarily responsible for the warm reception of the guest and assigning 

rooms after completing the registration formalities.  

Travel Desk: 

This section of front office is responsible for arranging the packages, tickets etc. for 

the guest as per their request. It arranges transportation facilities like Air Ticket, 

Hiring of Cars, Bus, Tours Package and other adventures activities.  

Table 2 

Room Rates Table 

Types of Room Pack Rate   

 Foreign (USD) Indian (INR) Nepali (Rs.) 

Suite X 200 ++ 

XX 240 ++ 

X 9000 ++ 

XX 10000 ++ 

X 12000 ++ 

XX 12000 ++ 

Deluxe X 160 + 

XX 180 + 

X 7000 + 

XX 8000 ++ 

X 8000 ++ 

XX 10000 ++ 

 

Front Office Department  

• Creating guest database 

• Handling guest accounts 
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• Coordination guest service 

• Trying to sell a service 

• Ensuring guest satisfaction 

• Handling in house communication thorough ALCATEL (PBX).  

 

Front-House Operation: 

• Interacting with the guests to handle request for in accommodation.  

• Checking accommodation availability and assigning it to the guests. 

• Collecting detail information while guest registration. 

• Creating a guest's account with FO Accounting System. 

• Issuing the accommodation keys to the guest. 

• Settling guest payment at the time of checkout.  

 

 

3.5 Critique: 

Front department is the direct guest relation department. From where it serve the best 

services and takes the feedback from the guest. It focus on the guest choice and the 

satisfaction. The Water Front resort has got the trip advisor winner 2013 and 14 and 

the most traveler choice award 2016. Best comments in the trip advisor. Some of the 

problems are still exist in this department all the works should be carried-out by the 

same place Information to guest, Reservation, telephone, Printer and Photocopy. It 

doesn't have the separate section.  
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CHAPTER: FOUR 

INTRODUCTION TO FOOD AND BEVERAGE SERVICE DEPARTMENT 

 

4.1 Introduction: 

The food and beverage service is part of the service oriented hospitality sector. It can 

be part of a large hotel or tourist business and it can also be run as an independent 

business. The members of the F & B services team are required to perform a wide 

range at tasks which include preparation for service, greeting the guests, taking their 

orders, settling the bills, and performing various other tasks after the guests leave. 

Most of the star-ranked hotels offer multiple F&B Services in their hotels like: 

Restaurant, Lounge, Coffee Shop, Room Service, Poolside Barbeque/Grill Service, 

and Banquet Service. It is most revenue earning department of the hotel. it sells lots of 

food and beverage on the reasonable price.  

 

 

4.2 Organization Structure of Food and Beverage Service: 

 

F&B Manager 

 

 

 

Restaurant Supervisor   Bar Tender  Banquet Supervisor 

 

 

Head Waiter    Waiter   Head Waiter 

 

 

Waiter     Trainee  Waiter 

 

 

Trainee       Trainee 

     Fig.4 
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4.3 Duties and Responsibilities of F&B Service Staff: 

Duties and Responsibilities of F&B Manager: 

• He is responsible for preparing budget for the whole department. 

• He is responsible selection, training, promotions transfer and dismissal (fire) 

of staffs in F&B department.  

• He is responsible for compiling new menu and suitable menu by coordinating 

with executive chef.  

• He holds regular meetings with the outlet managers and circulates the 

organizations regulations and rules to his department.  

 

 

Duties & Responsibilities of Assistant Food & Beverage Manager: 

Assistant Manager acts as a primary assistant of F&B Manager and helps him to 

achieve organizational goal. He reports to F&B Manager about the daily sales of 

various outlets. Asst. F&B Manager performs following functions: 

• He is responsible for coordinating with other departments. 

• He is responsible for preparing menu for special occasion. 

• He is responsible for preparing duty roaster. 

• Take any workload of the outlet assigned by the F&B Manager. 

 

Duties & Responsibilities of Outlet (Restaurant/Bar/Banquet/Room Service) 

Manager:  

The outlet managers have overall responsibility of the operation of his/her outlets. 

The duties and responsibilities are as follows: 

• He directly reports to the Asst. F&B Manager for day to day operation.  

• He provides briefing before opening of the restaurant to all staffs. 

• He sets the standard of service; preparing weekly routine, holiday lists, day off 

etc.  

• He is responsible for sanitation & hygiene of the whole outlet and equipments.  

• Responsible for proper billing and cash collection. 
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Duties & Responsibilities of Supervisor/Senior Captain: 

Supervisor is the person who oversees the work of lower level staffs. Supervisor is 

also known as senior caption. The duties and responsibilities of a supervisor are as 

follow: 

• He/she is responsible for checking the mise-en-lace & mise-en-scene in the 

restaurant. 

• He/she is responsible for providing positive and negative feedback to the 

staffs.  

• He/she is responsible for handling guest's complaints. 

• He/she is responsible for controlling the equipment breakage and wastage.  

 

Duties & Responsibilities of Captain/Senior Waiter: 

A caption is basically a supervisor, and is in charge of a particular section. A 

restaurant may be divided into number of sections called stations. A captain should 

have a sound knowledge of food & beverage and be able to discuss the menu with 

guest. The job description of a captain is as follows: 

• Taking order of meals and drinks from the guests by presenting menus.  

• Report to supervisor or restaurant manager on a regular basis. 

• Responsible for taking inventory of all equipments and linens of 

restaurant/bar.  

• Requisition of the required supplies for stations in time.  

• Coordinating kitchen and bar staffs to run smoothly.  

• Helping junior staffs in various tasks.  

 

Duties & Responsibilities of Host/Hostess: 

A Female staff rather than male staff is suitable for this post. Hostess is a person who 

welcomes, greets and invites the guest for meals and drinks to the restaurant. The 

hostess escorts the guests to the suitable table and hands them over to the captain.  
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Duties & Responsibilities of Bar Tender: 

Bar Tender is a person inside a bar who prepares all the drinks including alcoholic 

and non-alcoholic beverage. The duties of a bar tender are as follows: 

• Wipe and polish the bar top and dispensing equipments. 

• Dust the furniture and position chairs, ash tray and tables correctly.  

• Check and replenish (fill up gain) stock.  

• Collect the float and prepare the till. 

• Display all bottles with front label facing out.  

• Prepare the mise-en-place for cocktail garnishing and tit-bids. 

• Ensure all chemical and detergents are sufficient as well as wiping clothes. 

• Prepare sufficient ice cube and crushed ice for the operation.  

• Prepare sufficient fresh fruits, juice, diary products, canned fruits and juice 

and all sundry items. E.g.: Syrups, Sugar, Toothpick, Swizzle Sticks, Straw, 

and Salt etc.  

• Prepare cocktails and mock tails as per the order. 

 

Duties & Responsibilities of Waiter/Waitress: 

A waiter is a person who serves meals and drinks to the guests at tables. A waiter 

works under the captain and must have the knowledge about food menu and beverage 

menu. Job description of a waiter is as follow:  

• Attend briefing before restaurant service starts.  

• To perform mise-en-place & mise-en-scene.  

• Servers meals and drinks to the guest.  

• Remove solid plates/dishes from the table.  

• Exchange solid linens for fresh ones from housekeeping department. 

• Wiping and polish of cutleries, glassware, crockery etc.  

 

Duties and Responsibilities of Trainee: 

I start to work in F&B Department from the dusting tables, chairs, and wiping mise-

en-lace and mise-en-scene. Slowly, slowly I used to interact with the work. And I 
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used to pick up the plates after the completion of food by guest. Currying chairs, 

tables for the conference, party, and other functions.  

New skilled learn in F&B Department. 

• Receiving of guest, greeting, leading, sitting and pouring water 

• Presenting the menu, taking order 

• Service to the guest 

• presenting the bill and settlement 

• Guest communication 

• Team work 

• Planning 

• Organizing 

• Directing  

• Controlling 

• Waste Management 

 

 

4.4 Different outlets of Water Front Resort: 

The various outlets of Food and Beverage Service Department of Waterfront Resort 

are explained below: 

 

Aqua Bird restaurant:  

It is the largest restaurant having the capacity about 100 Pax. It is specially run 

morning 7:00 AM to evening 10:00 PM where we serve the break fast, lunch and 

dinner.  

 

Lavazza Coffee Shop: 

It serve the different types of coffee items and mock tails. It also have the large 

capacity about 100 pax can sit over their. It is used for the cocktail party as well as the 

alacarte also as per the guest choice.  
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Taal and Taal Restaurant: 

It is the restaurant abut 70 pax. From where the guest can view the senerio of the 

Fewa Lake and enjoy with the food as well as Natural beauty. Some times they serve 

break fast over their.  

 

Peace Pagoda Hall: 

It is the main hall used for the meeting, conference, seminar etc. It's capacity is about 

200 pax. It can be decorate as per the guest choice.  

 

Harpan Hall: 

It is the lost hall which have the capacity of 60 pax. Where the meeting, conference, 

can be done and Hiteacan ran over their and meetings ran over their.  

 

 

4.5 Critique: 

F&B Service Department is very interesting department. So, the F&B Department of 

Water Front Resort is team bound coordinative, cooperative, team work department 

having all the F&B Service personnel have the good character, smart and well 

grooming, good communicative skill. Fully respect towards the guest and by the 

satisfy the guest. Every things was fine but the number F&B personnel are in less 

number which create problems during the season and full house guest.  

And in the pool side their was no restaurant and bar. It creates the problems during 

raining for the service during the party. We have to bring table from top floor to 

ground and to the Taal and Taal restaurant. 

No facility of the lift.  

Every work should be performed by each work and respect towards work.  

It the duties and responsibilities of F&B personnel have defined. It can be easier to 

learn for the trainee. I learn many more things but unable to make the bill and settle 

the account. Otherwise it was the best towards the guest any creates the customer 

relation and repetition of the guest.  
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CHAPTER: FIVE 

INTRODUCTION TO HOUSEKEEPING DEPARTMENT 

 

5.1 Introduction: 

The housekeeping department in any hotel business contributes to major amount of 

profit though it is considered as an ancillary service. The simple reason being, a 

customer demands a clean, tidy and pleasing ambience. Housekeeping generates the 

first impression and guest's mind. The housekeeping efforts clearly show how the 

hotel will take care of its guests.  

Housekeeping means performing all the duties towards cleaning, maintaining 

orderliness and running a house or a business property. In case of hotels, the 

housekeeping duties involve maintaining the hotel to the best possible state in terms 

of cleanliness and keeping it at highly desirable ambience.  

 

5.2 Housekeeping Organization Structure: 

 

Executive H/K Department 

 

Laundry Manager 

 

Laundry Supervisor 

 

 

Sorter/  Spotter  Washer Dry   Press Man 

Maker    Man  Cleaner   

 

      Front Attendant Public Area 

         Attendant 

 

      Room Maids  Gardener 

Fig. 5 

 
Trainee 
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5.3 Duties & Responsibilities of Housekeeping Staff: 

Duties & Responsibilities of Executive Housekeeper: 

• Develop and monitor an annual housekeeping budget and plan. 

• Hire, train, lead, and motivate the Housekeeping team. 

• Ensure two-way communication with daily department meetings.  

• Organize and direct the various sub-activities of the department. 

• Approve expenses exercising cost control. 

• Represent Housekeeping in coordination meetings. 

• Develop & update housekeeping policies, systems, procedures and standards. 

• Schedule staff rotations and duties. 

• Ensure staff safety and hygiene. 

• Maintain discipline and conduct staff appraisals.  

• Ensure coordination with engineering, laundry, and the front office.  

• Conduct quality inspection.  

• Be responsible for all housekeeping assets and recommend specifications of 

purpose when required. 

• Conduct periodic market surveys of new suppliers and products.  

• Plan, control and supervise horticultural requirements. 

• Conduct periodic competition analysis.  

• Plan schedules of pets control, spring cleaning, renovation and audit.  

• Oversee the Lost and Found procedures. 

• Confirm that incoming supplies conform to the specifications.  

• Prepare required management reports.  

 

Duties & Responsibilities of Assistant Housekeeper: 

• Conduct morning shift briefings and allot duties for the day.  

• Lead, train and motivate a housekeeping team in a shift.  

• Inspect VIP rooms and ensure that the staff have followed the procedures set.  

• Organize and direct various sub-activities of the department.  

• Review the requisitions for suppliers from supervisors and recommend them 

to the Executive Housekeeper keeping in mid the cost control. 
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• Represent the department, in the absence of the Executive Housekeeper, at 

coordination meetings including the General Manager's morning meeting. 

• Ensure that housekeeping policies, systems, procedures and standards are 

followed by the housekeeping staff and recommend changes if needed.  

• Recommend staff rotations and duties and organize extra hands when 

required.  

• Ensure the safety and hygiene of the housekeeping staff. 

• Maintain discipline and conduct performance appraisals of the supervision. 

• Ensure proper coordination with all departments, especially the engineering, 

laundry and the front office.  

• Conduct inspections of areas to ensure that standards are met. 

• Ensure that all housekeeping assets like equipment, linen and consumables are 

used and stored properly to prolong their life. 

• Assist the Executive Housekeeper in market surveys of new suppliers and 

products.  

• Supervise the periodic schedules of pest control, spring cleaning, renovation 

and audit. 

• Ensure that the lost and found procedures are followed. 

• Check all incoming supplies and make sure that they adhere to specifications. 

• Train supervisors and staff.  

 

Duties & Responsibilities of Floor Supervisor: 

• Inspect staff turnout of the team assigned. 

• Lead, train and motivate a floor team to prepare rooms according to standards 

and satisfaction of the guests.  

• Inspect VIP rooms and ensure that the room attendant has followed the 

procedures set.  

• Inspect each room completed by a room attendant with a specified room 

checklist and ensure that they meet the standards of the establishment in terms 

of cleanliness, functionality and aesthetic value.  

• Maintain the floor pantry. Check par stock of linen and guest amenities and 

cleaning supplies and give their requisition in a timely manner.  
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• Supervise the linen exchange procedure with the laundry ensuring that par 

stocks are maintained. Account for the stocks.  

• Ensure that housekeeping policies, systems, procedures, and standards are 

followed by all staff on the floor. 

• Train room attendants and housemen to achieve productivity and efficiency 

standards. 

• Ensure the safety and hygiene of the housekeeping staff. 

• Maintain discipline and conduct performance appraisals of the personnel 

under his control. 

• Check all safety systems on a floor and ensure that defects, if any, are 

rectified.  

• Liaise with security personnel on security matters on the floor.  

• Prepare the housekeeping report for the front office. 

• Check all maid's care to ensure well that they are well stocked with linen and 

supplies as per the standards. 

• Follow up on all maintenance orders and sign for work that is completed. 

• Liaise with the Housekeeping Control Desk for departure rooms that need to 

be cleaned for sale and confirm whether those rooms have been cleaned or not. 

• Liaise with the room service for the clearance of room service trays and 

trolleys. 

• Check the serviceability of all floor equipment.  

• Execute the pest control schedules on the assigned floor/s.  

• Execute the spring cleaning schedules on the assigned floors. 

• Ensure that the out-of-order rooms are treated as per procedure. 

• Ensure that internal plans and floral arrangements are watered and recycled by 

the Horticulture Department. 

• Report all lost and found items and ensure that the prescribed procedures are 

followed.  

 

Duties & Responsibilities of Public Area Supervisor: 

• Inspect staff turnout of the team assigned. 

• Lead, train and motivate a public area tem to clean and maintain public areas 

according to hotel standard.  
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• Inspect all public areas against public area checklist ensuring that hotel 

standards are met.  

• Remove furniture, curtains and other fixtures which require repairs, mending, 

spotting, washing etc. 

• Follow an advanced renovation program of public areas after it is approved by 

the Executive Housekeeper, in a timely manner.  

• Prepare a chandelier cleaning schedule and have it followed by the cleaning 

crew. 

• Ensure that staff follow housekeeping system, procedure and standards.  

• Prepare a carpet shampoo schedule and ensure it is followed in timely manner. 

• Ensure the safety and hygiene of the public area crew. 

• Maintain discipline and conduct performance appraisals of PA personnel. 

• Check all safety systems in public areas and follow up on faults. 

• Liaise with security personnel on security.  

• Account for the movement of all furniture and fixtures in public areas.  

• Follow up on all maintenance orders and sign for work that is completed 

according to his/her satisfaction. 

• Liaise with the Housekeeping Control Desk on all matters concerning the 

public areas. 

• Check and control all equipments ensuring that they are used correctly and 

stored appropriately after use. 

• Check the serviceability of all floor equipments. 

• Service the pest control schedules in public areas.  

• Ensure that internal plans and floral arrangements are watered and recycled by 

the Horticulture Department. 

• Report all lost and found items and ensure that the prescribed procedures are 

followed.  

• Ensure that all cloakroom attendants keep public cloakrooms clean and fresh.  

 

Duties & Responsibilities of Room Attendant: 

• Attend daily briefings at the beginning of a shift. 

• Note the VIP rooms in his/her allotted rooms. 

• Stock the maids cart with linen and supplies to service the allotted rooms. 
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• Clean guest bedrooms as per hotel standards and replenish supplies as per the 

room checklist. 

• Clean guest bathrooms as per hotel standards and replenish supplies as per a 

checklist. 

• Count and hand over soiled linen to the floor supervisor. 

• Maintain a polite, dignified and helpful attitude towards guests. Respect their 

privacy.  

• Hand over lost and found articles to the floor supervisor.  

• Check physically the occupancy of rooms for the floor supervisor's occupancy 

report. 

• Check all maintenance requirements in rooms and notify the control desk for 

further action. Follow-up that faults are corrected before releasing the room. 

• Turn-down beds in the evening service dispose garbage in prescribed areas. 

• Return master keys to the floor supervisor upon completion of the shift. 

• Check all safety systems to the floor and report defect if any. 

• Liaise with security personnel on security matters on the floor.  

 

Duties and Responsibilities of Laundry Manager: 

• Conduct morning shift briefing and allocate duties the day. 

• Lead, train & motivate a laundry team. 

• Review the requisition for supplies, keeping cost control in mind.  

• Ensure the safety of the laundry staff.  

• Ensure that all laundry detergents are stored properly.  

• Ensure proper coordination with all departments specially the housekeeping.  

 

Duties & Responsibilities of Gardener: 

• Attend morning briefings and receive instructions of the day from the head 

gardener. 

• Dig-up landscaped areas for fresh planting according to season. 

• Plant seeds and saplings as per conditions and concept prescribed. 

• Be knowledgeable about the seasonality of plants and their maintenance 

conditions.  

• Plant seeds and saplings as per conditions and concept prescribed. 
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• Lay manure and fertilizers economically ensuring proper coverage. 

• Water all gardens as per daily schedules and routine. 

• Cut prune, trim hedges, bushes, flowers to enhance aesthetic appeal.  

• Maintain the nursery to prescribed conditions and ensure a steady supply of 

saplings. 

• Provide the hotel with flowers, garlands, wreaths, bouquets as required. Also 

prepare, provide and maintain indoor plants for the hotel.  

• Mow the lawns and keep clean at all times.  

• Use garden tools and equipment correctly to extend their life. 

• Store all equipment and tools in the garden sheds at the end of the day.  

 

Duties & Responsibilities of Trainee: 

Firstly the Housekeeping manager provides the information about the hotel 

housekeeping department and what types of work is done by the housekeeping 

department. Housekeeping department personnel clean all the areas of the hotels like: 

Room Public Area, Restaurant, Lobby Areas, Main Gate to F/O Department and 

Public Areas Restroom, Conference Hall, Residential Areas and all the areas of the 

hotels.  

Some of the work procedures and new skill in this department.  

• Number of rooms: 

1. Total Room 58 

2. Suit Room 3 

3. Balconi Room 25 

4. Deluxe Room 30 

• How to clean the room. 

• How to make bed. 

• Procedure of cleaning bathrooms. 

• Types of housekeeping service.  

• Morning, evening service 

• Ways of cleaning, occupied, vacant, out of order room. 

• Place meat of bathroom supplier and room suppliers.  

• Name of the equipments, lights, taps, linens, used in the hotel.  
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• Specially I learn the Room Cleaning Agent 

Table 4 

Chemical Name Purpose of cleaning 

Taski R1 Bathroom cleaner & sanitation bathroom and toilet 

areas. 

Taski R2 All purpose cleaning agent. 

Taski R3 Glass Cleaner 

Taski R4 Furniture Polish 

Taski R5 Room Fresher  

Taski R6 Toilet Bowl Cleaner 

Taski R7 For removal of oil & greabe 

Rg. Removal of hard stains from bathroom walls and 

fittings.  

 These are the skills which I learn in this department.  

 

5.4 Guest Amenities and Care & Maintenance: 

Placement of guest supplies:  

In the bedroom: the guest supplies placed in various areas of the guest bedrooms are 

discussed in this section. 

 

Behind the door:  

• A 'DND' card, 'Please clean my room' card are placed on the door knob on the 

inside of the door.  

• A detailed map of fire exits is ideally affixed behind the door.  

 

At the writing table:  

These are the usual supplies on and around the guest desks.  

• A guest stationery folder with monogrammed note papers, envelops, post 

cards with the hotel's picture and guest comment form are placed on the table.  

• A pen and pencil are also placed on the table.  

• Tent cards (publicity card) giving special events  

• The hotel brochure.  

• A waste paper basket next to the writing table.  
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On the bedside table:  

• Telephone  

• A note pad and a pencil are placed beside the phone.  

• A breakfast knob card is usually kept on the first shelf or in the drawer of the 

bedside table. This care is placed on the pillow during evening service in many 

hotels.  

• A local telephone directory is placed on the lower most shelf of the bedside 

table.  

• A bedside lamp is also placed on the bedside table.  

 

On the coffee table:  

• An ashtray and a matchbox are placed on the coffee table.  

• The house magazine or some tourist magazines and a newspaper are neatly 

arranged on the coffee table  

• A room service menu is placed on the coffee table.  

 

In the drawer:  

• A sewing kits or mending kits.  

• A laundry bags and a list of laundry facilities and charges.  

• Clothes hangers are hung on a hanging rod.  

• The guestroom safe deposit box is usually affixed inside the cupboard.  

 

Below the luggage rack:  

The luggage rack usually has a lower shelf for guest to keep their shoes on. The shoe 

mitt or kit may also found on this shelf. 

 

At dressing table: 

• An upholstered stool is placed under the dressing table. 

• A mirror is mounted or fixed on the lighting facilities.  

• Combs and hair dryer are placed in the dressing table drawer.  

 

In the bathroom: 

• A bath tub and a bath mat. 
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• A waiter closet 

• A tissue holder with tissue roll 

• Soaps, shampoo bottles, moisturizer, lotion and a bath gels. 

• Shower cap, gargle glasses, tissue box and a dental kit.  

 

On towel rack: 

• Bath towel 

• Hand towel 

• Bathrobe 

 

Room attendant's trolley:  

It is also called maid's trolley or chambermaid's trolley; this is perhaps the most 

significant piece of equipment in the housekeeping department. It is like a giant box 

which is designed to carry all the items regularly needed by the housekeeper to clean 

and supply the guest rooms. Most such carts available now are made of metal, but 

sometimes wooden carts may be used. Since the cart is large and heavily loaded, it 

must be easily movable. The ideal cart would have fixed wheels at one end and castor 

wheels at the other. The cart must be well organized so that the GRAs do not have to 

waste time in searching for supplies. Also, if the cart is not stacked neatly, it will look 

very unsightly when in guests' view. There is usually such cart for each room sections 

and it is stored in the floor pantry along with other housekeeping supplies.  

 

Setting up maid's cart:  

Most of these carts have three deep shelves, these shelves are for stacking linens and 

the partitioned shelf for other guest supplies. The carts also have a sack for soiled 

linen, detachable trash bag, and storage space for a vacuum cleaner and hand caddy. 

Many cart also contained a locked box in which to store guestroom keys, in case a 

floor master key is not being used.  

Following are the procedures foe setting up the maid's cart:  

• First, maid's cart must be cleaned.  

• All the supplies are put in drawer.  

• Light linens are kept in upper shelves.  

• Little heavy and heavy linens are stacked in lower shelves.  
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• Cleaning agents and small cleaning equipments are kept in hand caddy.  

 

Care and maintenance  

• All the carts or trolleys need to be kept clean and wiped daily before and after 

use.  

• It is stored in floor pantry.  

• The floor pantry must be dry and well ventilated. There must be proper 

circulation system.  

• The soiled linen bag and trash bags should be emptied.  

• A thorough cleaning may be done once a week.  

• The wheels may be oiled during this cleaning for the smooth movement of the 

trolley.  

• All the linens and amenities should be well arranged when the shift is 

completed so that it will be easier to replenish extra items when necessary. 

 

5.5 Objectives of Housekeeping Department: 

• To maintain overall cleanliness of the entire hotel at all times.  

• To perform cleanliness duties most efficiently and effectively.  

• To use good quality, safe cleaning equipment and chemicals.  

• To manage laundry and linen.  

• To control pests. 

• To take care of the furniture fittings and fixtures of the entire hotel.  

• To keep up the hotel with class of interior decoration.  

 

 

5.6 Room Cleaning Procedure: 

An occupied room is attended by a room maid after attending the vacant and 

departure room. It is attended in the morning for the first time. During this cleaning, 

complete cleaning and replenishing of the bathroom and bedroom supplies are done. 

The step by step procedure of cleaning on occupied room is done in following ways: 

• Ensure that the room does don't have a DND card on the doorknob and is not 

doubled locked. So, move to another room which does not.  
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• Always knob with the knuckle of the index finger and announces, 

"Housekeeping'. If there is no response open the door with floor key (if the 

guest is found sleeping apologies and slowly move always.  

• Open the windows and curtains and switch off air conditioner.  

• Removed the soiled foods trays and trolley (if any) empty ashtrays and trash in 

the trash hamper.  

• Removed soiled linen from bed and bathroom by shaking each of them 

individually to ensure that no guest valuables are trapped within the folds.  

• Check for any maintenance required and report the same to the housekeeping 

control desk. 

• Take the fresh linen and make the bed by following the appropriate bed 

making procedure. 

• Clean the matter on the surface in a single circular motion with a duster. Use a 

dustpan to collect any unwanted matter on the surface. 

• Arrange the guest belongings, newspapers, magazines etc. in their proper 

place. 

• Replace the guest supplies and stationery as prescribed by management.  

• Dust closet, shelves, hangers, and rods within the wardrobe. Replenish the 

laundry bags and laundry list.  

• Clean and disinfect the bathroom, replenish bathroom linen supplies.  

• Then carryout vacuum cleaning thoroughly and re-arrange the furniture.  

• Switch off the lights, switch on the air-conditioner and adjust in the previous 

position.  

• Give a last look, then close the door and update the room report.  

 

Guest room cleaning:  

Guest room is the main product that is sold by the hotel and housekeeping department 

play a great role than any other department in ensuring that this product meets the 

standards that the guest need and expect.  

 

The guest bed room required cleaning, changing of linen, replenishing of suppliers 

and making of beds. This task is carried out by room attendants (room boy/maid). 

They are responsible for cleaning, maintaining & aesthetic up-keep the guest room at 
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least twice in 24 hours. It is attended for the first time in the morning hour. During 

this time complete cleaning and replenishing is done. For the second time it is 

attended in the late afternoon or evening. During this time the room is made ready for 

the guests retire to bed. This second service is also known as "evening/turndown 

service".  

 

Occupied room cleaning:  

An occupied room is attended by a room maid after attending the vacant and 

departure room. It is attended in the morning for the first time. During this cleaning, 

complete cleaning and replenishing of the bathroom and bedroom supplies are done. 

The step by step procedure of cleaning on occupied room is done in the following 

ways:  

• Ensure that the room does don't have a DND card on the doorknob and is not 

doubled locked. If so, move to another room which does not.  

• Always knock with the knuckle of the index finger and announce," 

Housekeeping". If there is no response open the door with floor key (if the 

guest is found sleeping apologies and slowly move away.)  

• Open the windows and curtains and switch off air conditioner.  

• Removed the soiled foods trays and trolley (if any). Empty ashtrays and trash 

in the trash hamper.  

• Removed soiled linen from bed and bathroom by shaking each of them 

individually to ensure that no guest valuables are trapped within the folds.  

• Check for any maintenance requirement and report the same to the 

housekeeping control desk.  

• Take the fresh linen and make the bed by following the appropriate bed 

making procedure.  

• Clean the matter on the surface in a single circular motion with a duster. Use a 

dust pan to collect any unwanted matter on the surface.  

• Arrange the guest belongings, newspapers, magazines etc in their proper 

place.  

• Replace the guest supplies and stationery as prescribed by management.  

• Dust closet, shelves, hangers, and rods within the wardrobe. Replenish the 

laundry bags and laundry list.  
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• Clean and disinfect the bathroom, replenish bathroom linen supplies.  

• Then carryout vacuum cleaning thoroughly and re-arrange the furniture.  

• Switch off the lights, switch on the air conditioning and adjust in the previous 

position.  

• Give a last look. Then close the door and update the room report. 

 

Evening/Turndown service:  

This is the second service of the day. It is usually done in late afternoon or early 

evening. During turndown service bedrooms are prepared for comfortable rest of the 

houseguest during the night. The service may be completed within 10 minutes for 

each single room. The room attendant checks the entire units of the guest bedrooms 

and bathrooms. The procedures of this service are as follows:  

• Check daily room occupancy report and ascertain the room.  

• Follow the appropriate process of entering an occupied room.  

• Remove guest articles from bed. Remove bed cover from the bed and keep it 

in a convenient position (usually in top most shelf of the wardrobe).  

• Turn blanket along with the bed sheet and night spread and folds them in a 

triangle shape towards the guest at a proper place.  

• Place article of guest at proper place.  

• Place breakfast knob card or room service menu card on the bed along with a 

chocolate or flower.  

• Check all the units of the room in general.  

• Replenish supplies if necessary.  

• Check the bathroom and clean if necessary.  

• Place slipper at the foot of the bed.  

• Pull the heavy curtain and turn out all the lights except the night lamp/passage 

light as prescribed by the management.  

• Before leaving the room, give a final glance then lock the door properly, and 

proceed to the next room. 

 

Second cleaning service  

Second cleaning service is normally carried out in an occupied room at any time in a 

day if the guest requests to clean the room again. Only light cleaning is done in such 
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cases. Sometimes, guest has a meeting or a get together functions etc. in the room and 

he wants his room to be cleaned after the so- called functions is over. The second 

cleaning service method is as follows:  

• Remove empty bottles and other room service equipment from the room.  

• Pick rubbish from the floor.  

• Arrange the furniture as required.  

• Dust the room where ever necessary.  

• Check the bathroom floor; make it dry, if needed. Flush the toilet bowl and dry 

the area around the sink.  

• Use air freshener, if required.  

• Replace toilet soap, paper & linen, if necessary.  

• Replenish room stationary, if necessary. 

 

 

5.7 Critique: 

In each and every hotel housekeeping department plays an vital role. The work 

performed by the housekeeping department is well and systematic. They have the 

coordination among the workers. Team work, they provide the service on time to the 

staying guest. And set all the guest supplies at proper place and on time. All the guest 

are satisfy with the housekeeping department service. But the number of workers is 

less. Which creates the problems on season.  

I got an opportunity to perform all the taste of the housekeeping department and how 

to allocate the room single, double, twin, master bet and how to manage the extra bed 

etc. So all the work is run smoothly in this department.  
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CHAPTER: SIX 

SUMMARY AND CONCLUSION 

 

6.1 Summary: 

As per the requirement of my course, I did my six month of internship at Water Front 

Resort in various departments. I learn different skills in various departments.  

In Food and Beverage Department, I knew how to welcome, leading, sitting, menu 

presenting, order taking, placement of the order, table cleaning, and interaction with 

the guest. And presenting the bill and guest is satisfy or not and try to make the 

satisfaction. Buffet handling, attending cocktails party, service at different places. 

Not only that, I learn how to communicate with the guest. And guest psychology, an 

selling skill, how to work in team, communication with the department members. And 

how to setup the hall for the conference table setup and decoration, build up self 

confidence, local knowledge, punctuality towards the work, planning, organizing, 

directing, controlling, which is mostly used in food and beverage department.  

Likewise, Front Office Department carries various work in systematic way. Dealing 

with the guest, warm welcome for the guest to the hotel, preparation for the guest 

registration, check-in process, check-out process, booking, cancelling, reservation,. 

filing, night auditing, settlement, guest bill, handling guest complains etc. I got an 

opportunity to perform so we task with team and with the great support.  

The major back of the house department is Food Production Department which is 

mainly responsible for the preparation of food in proper quantity and hygiene way. 

And attractive decoration of the dish. This department is very sensitive department 

which directly concern with the guest health. So, every staff of this department must 

be conscious and perform task in proper systematic way. The team of production 

department is well and serve the best dish to the guest.  

Last but not the least, hotel housekeeping department it plays the crucial role to keep 

up clean of all the hotel areas and guest rooms. It cleans the different areas like, public 

area, restaurants, staircase, banquet hall, rest rooms, parking areas etc. If it do not 
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clean properly than the image of the hotel will not be good, towards the guests so, it 

gives it's own best for the well service.  

In this way all the department plays vital role in hospitality industry for the guest 

satisfaction.  

 

6.2 Conclusion: 

The internship period is very important and it is golden opportunity for the students. 

Where we learn different skills in various department, each department is connected 

with each other. If one department makes mistake than it creates problems in all four 

departments, so departmental communication is necessary, all the department staff 

should be fully responsible for the best service and to achieve the organizational goal. 

I learn many ideas how to perform task in different department.  
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