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Front of Houvse

What follows are suggested or recommended policies and procedures that may be
vtilised as a guide, or used as a template to create your own, should they not exist at
your lodge. These should not be considered the single correct method, technique or
systematic way in which to undertake the tasks described; rather they are provided as
a model for you to update and edit to your unique situation and circumstance. It must
also be noted that several of these” p & p’s “apply to multiple units, divisions or
department of a lodge. For example, “lost luggage” applies to the front of house and
reception. We have however not duplicated them across the various sections.

Important note: Because this course and assessment comes to us from Wilderness
Safaris, many of the questions, their answers and contents reflect their internal policies,
procedures and protocols and are therefore highly subjective. Each lodge will function
per their own internal procedures, within the laws of their country.
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Front of House

Beverage sales
Evacuation procedures
Extra bed request
Foreign exchange request
Guest check-in
Guest checkout
Guest complaint verbal
Guest inspection of the room
Guest transfer outsourced vendor
Late checkout
Lost property
Luggage collection
Luggage delivery
Management of keys
Property damage
Reservation cancellation
Reservation request
Room allocation
Security procedure
Telephone handling
Wake-up call
Written complaints

Food & Beverage

Cashiering
F & B Costings
Goods receiving
Kitchen cleaning
Managing functions
Menu planning
Mis-en-place
Purchasing
Quality assurance of suppliers
Restaurant cleaning
Restaurant linen
Restaurant payment
Restaurant seating
Scullery processes
Serving guests
Stock rotation
Storage procedures
Taking an order

Back of House

Canteen cleaning
Refuse sorting
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The policies and procedures examined include:
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Admin Finance

Asset tracking
Bank reconciliations
Commission claims
Credit applications
Creditor payments

Daily banking journal
Debtors reconciliation
Drop safe reconciliation
Monthly reporting
Petty cash procedure
Staff calls
Staff travel
Tip gratuity procedure

IT

Back-ups
Care and maintenance

Management

Absenteeism
Purchasing
Quality Management
Staff Rosters

Housekeeping

Annual room maintenance
Daily maintenance
Daily room tent cleaning
Housekeeping amenities supplies
Housekeeping key management
Laundry dry-cleaning
Linen stock management
Lost damaged laundry
Maintenance procedure
Public area cleaning
Public area handover
Public bathroom cleaning
Room status
Spring cleaning
Stocktake
Sub-contractor procedure
Trolley procedure

Reservations

Complimentary reservation
Group reservation
Rate determination
Telephonic complaint
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Beverage sales

Account

Method of
Payment

l Follow Cash

Sa!estdéd_ure

= )
Assist Guestto
take beveragg, if
k ‘required

.

Thankguest and -
return to station

L )

Complete
Beverage Sz
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Evacuation procedures

Access the

Activate - Inform the Duty Infor
evacuation | manager < | ceptic

A Assistand Complete
Ensure all exits |
F6 onén / Evacuate a / E.mergency
BIC apsh Guests Incident Report
X‘ r
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Extra bed request
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Foreign exchange request
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Guest check-in
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Guest checkout
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Guest complaint verbal
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Guest written complaints
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Guest inspection of the room

Follow Guest

Return Keys to
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Guest transfer outsourced vendor
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Late checkout
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Extend Stay
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Lost prope

Yes I
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Luggage collection
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Luggage delivery

Locate correct
luggage,

GuestName &
_ Room/Tent 3 Check luggage Tags
‘Number written on. forcorrect Name

. LocateRoom/ Tent .
{ i and Identify £ | Delivery to Room /

Place Luggagein ‘ |
Room % yourself N Tent
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Vacate & Close
Door, lock if vacant
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Luggage Storage
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Management of keys
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Property damage
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Reservation cancellation

Deposit /
Refund
Due?
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Reservation request
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Room allocation
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Security procedure
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Telephone handling

¥
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ake-up call
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