
Chapter 1: Guest Accounting, Fundamentals
Guest accounting forms the systematic financial backbone of hotel operations, meticulously
tracking and recording all financial transactions—both charges (debits) and payments
(credits)—incurred by a guest during their stay.1 Accuracy in this cycle is paramount, as it
directly determines the hotel’s profitability, maintains compliance with financial regulations,
and preserves guest confidence through accurate billing. The system relies on a set of core
financial components that create a verifiable audit trail from check-in through settlement.

1.1 Introduction to Guest Accounting and Core Components

The success of the guest accounting system is underpinned by the strict use of three essential
documents and technologies: the folio, the voucher, and the ledger. These components
standardize how every financial movement is documented and processed.

Fundamentals Explained: The Folio

The folio is the primary financial document that serves as the guest’s financial profile
throughout their stay.2 It is a comprehensive, continuously updated record, functioning as the
master document that logs every debit (charge for services) and every credit (payment
received) in real-time from the moment the guest checks in.1When the guest checks out, the
folio transforms into the final invoice presented for settlement.1

Folios are adapted to accommodate different billing scenarios:

 Individual Guest Folios: These are the standard folios, tracking all charges and
payments exclusively for a single room or guest reservation.1

 Master Folios: Used primarily for groups, conferences, or events, a master folio
aggregates the main charges, such as room rates and taxes, from multiple individual
rooms into one consolidated account, which is then billed to a single entity, often the
event organizer or a corporation.1

 Split Folios: Upon a guest’s request, a split folio separates the total expenses into two
or more distinct accounts, typically separating business-related expenses (which may
be charged to a company) from personal incidental charges (which the guest settles
directly).1

Fundamentals Explained: The Voucher

Vouchers are the mandatory supporting documents that provide the necessary validation and
evidence for every single transaction posted to a guest’s account.2 They are the operational
backbone of the audit trail, ensuring that every debit and credit is properly sourced and
verifiable, which is essential for minimizing discrepancies during the nightly reconciliation
process.2

Vouchers include various types, depending on the transaction:

 Charge Vouchers: Generated by revenue centers (such as restaurants, bars, and spas)
using Point of Sale (POS) systems, these documents certify that a service was



consumed and provide proof of the guest’s authorization to charge the amount to their
room.2

 Payment Vouchers: Document the receipt of funds, such as cash or checks.
 Adjustment Vouchers: Necessary for formal corrections or allowances made to the

folio.

The comparison of folio balances against departmental records and the verification that all
charges are properly supported by these vouchers forms a critical component of maintaining
accurate financial records.2

Fundamentals Explained: The Ledger

The ledger provides the overarching organizational framework for all financial accounts
within the hotel.2 Ledgers offer management valuable analytical insights by structuring data
on guest spending patterns, evaluating departmental revenue performance, and tracking
overall financial trends.2

There are two primary types of ledgers associated with the front office:

 Guest Ledger: This ledger holds the active accounts and folios of all current,
registered, in-house guests.3 These accounts are dynamic, constantly receiving debits
and credits throughout the stay.

 City Ledger (Accounts Receivable): This ledger contains the accounts of non-guest
entities or guests who have checked out but whose balances remain outstanding,
pending collection.3 Accounts transferred to the City Ledger include approved Bill to
Company invoices, chargebacks, and credit card receivables.

When a guest departs without settling the bill immediately (e.g., when the company is billed),
the balance is formally transferred from the Guest Ledger to the City Ledger.3

Fundamentals Explained: Point of Sale (POS) Systems

POS systems are integrated technological solutions used by all revenue-generating
departments (F&B, retail, spa) to manage sales transactions.2 Their role in guest accounting is
critical because they provide the mechanism for real-time updates. When a guest makes a
purchase, the departmental POS generates the necessary charge voucher and simultaneously
posts the corresponding debit directly to the guest’s room folio within the central Property
Management System (PMS).2 This technological integration ensures that the guest's financial
record is complete and accurate right up to the final moment of check-out, minimizing the
occurrence of missed or late-posted charges.2

1.2 Creation & Maintenance of Accounts

Effective account management begins by establishing financial boundaries and continuously
monitoring transactions to mitigate risk.

Establishing Charge Privileges

Charge privileges define a guest's authorization to incur expenses against their room folio.
This is typically established during check-in by placing a pre-authorization hold on the



guest’s credit card.4 This hold guarantees payment for the estimated room charges and
potential incidental expenses.4 For corporate guests, charge privileges are validated by
verifying a written guarantee or checking the corporate credit application to ensure the guest's
name is on the approved list and any spending limits are noted.4

Cash & Credit Monitoring

Hotels enforce continuous monitoring of the guest’s outstanding balance against the pre-
authorized hold or the hotel's established internal credit limits, often referred to as House
Limits.5 This is a crucial risk mitigation technique. The Night Auditor routinely checks a
High Balance Report, which lists folios approaching or exceeding these pre-authorized
limits.6 If a guest’s charges exceed the limit, the front office must contact the guest to require
an immediate partial payment or to secure a further credit card authorization to cover the
excess amount, thus safeguarding the hotel from potential bad debt.

Account Maintenance & Record Keeping Systems

The Property Management System (PMS) serves as the indispensable central technological
hub for maintaining all accounts. The PMS manages the intricate details of folios, integrates
transactions from various POS centers, and ensures that all financial records are securely kept
in compliance with legal and auditing requirements.7 This system’s reliability is key to a
functional and accountable front office operation.

1.3 Tracking Transactions

Accurate tracking requires systematic procedures for posting all financial movements,
whether they increase the account balance (debits) or decrease it (credits).

Cash Payments

Cash payments are immediate credits applied to the guest folio, reducing the outstanding
balance.4 The procedure requires meticulous attention to detail: the associate verifies the total
amount due on the folio and performs a rigorous currency verification process, checking
high-denomination notes for security features like watermarks and security threads to ensure
authenticity.4 After verification, the payment is processed, the folio balance is updated
instantly, and a receipt is issued.4

Charge Purchase

A charge purchase is a debit posted to the folio, increasing the guest’s outstanding balance,
usually originating from a departmental POS system.2 The transaction begins when the
service is consumed. A charge voucher is generated by the department, typically signed by
the guest, and the amount is immediately posted to the appropriate folio account. This signed
voucher is retained as proof for the audit trail.2

Account Corrections

Account corrections are internal reversals used only to rectify posting errors, such as charging
an item to the wrong room number, and must be performed before the night audit closes the
day’s books. A correction involves an exact reversal of the original transaction amount and



type. This procedure is designed strictly for immediate clerical error reversal and must be
carefully documented, often requiring managerial authorization to maintain control over the
integrity of the books.

Account Allowance

An account allowance is a procedure used to formally reduce a guest’s outstanding balance,
typically granted due to a service failure, complaint resolution, or settlement of a contested
charge.4 Unlike a correction, an allowance is an authorized write-down of revenue and
usually requires managerial approval. Documentation is formalized via an allowance
voucher. Monitoring the frequency and size of allowances is crucial for management, as they
signal costs associated with service recovery and potential systemic flaws in product delivery.

Account Transfer

An account transfer shifts a charge or an entire balance from one account to another, either
between two guest folios, or from a guest folio to the City Ledger.3 This movement is
documented using a transfer voucher, ensuring that the original folio is credited (decreased)
and the receiving account or ledger is debited (increased) by the exact same amount. This
results in a net zero transaction within the hotel’s overall account structure, confirming that
the balance has simply moved location, not vanished.4

Cash Advance

A cash advance is a financial service where the hotel dispenses cash to the guest, usually
charging the amount, plus a service fee, against their secured credit or credit card.4 Due to
financial risk, most hotels enforce a low daily limit. The guest signs a cash advance voucher,
and the total amount is immediately debited to the folio.4

Chapter 2: Departure Procedures I & II
The departure phase encompasses the final procedures necessary for guests to settle their
accounts and conclude their stay, representing the last opportunity for the hotel to deliver
exceptional service and ensure financial closure.8

2.1 Departure-I: Check-out & Settlement

Standard Check-out Procedure

The standard departure process is systematic and focused on efficiency and clarity 8:

1. Preparation and Reminder: Guests are reminded of the standard check-out time
upon arrival and receive a further reminder the night before departure.8

2. Account Review: The front desk agent greets the guest, checks for any last-minute
charges (e.g., telephone calls, minibar), and presents an itemized statement for the
guest to review.9 This transparency allows the guest to verify accuracy before
payment.

3. Settlement: The guest proceeds to settle the final bill using their chosen mode(s) of
payment.8



4. Key and Feedback: Room keys are returned or deactivated, and the agent solicits
feedback on the guest’s stay to inform service improvements.8

5. Room Status Update: The room’s status is immediately updated in the PMS to
"Vacant Dirty" to prompt housekeeping action.10

Departure by Guest Type

Procedures must be customized based on the guest’s affiliation to ensure compliance with
billing arrangements.11

 DFIT (Direct/Free Individual Traveler): These guests handle their bookings and
payments directly and are responsible for settling 100% of their folio balance at
check-out.11 The focus is on swift and accurate bill presentation.11

 FFIT (Full/Frequent Individual Traveler): These guests are part of corporate or
group arrangements where payment is often pre-arranged by a third party.11 The focus
shifts to reconciling the guest’s incidental charges against the established corporate
agreement, ensuring the guest only pays for non-covered items.11

 Group Departures: Require extensive coordination to manage volume.11 Pre-
checkout preparation, such as splitting master folios for primary charges and
distributing individual bills the night before, is crucial for streamlining the process
and avoiding congestion.11

 VIP Departures: These are handled with maximum speed, discretion, and
personalized service.11 Billing is often finalized discreetly or pre-settled by dedicated
staff to ensure the guest experiences no delay or transactional friction.11

Modes of Payment

The front office must be proficient in processing diverse settlement methods.4

 Cash: Requires currency verification and adherence to accounting procedures.4
 Credit Card: The primary method, involving converting the pre-authorization hold

placed at check-in into the final charge upon departure.4 Staff must clearly explain
this process to guests to prevent confusion on their bank statements.4

 Bill to Company (City Ledger Transfer): Used when a corporation has established
credit.4 The guest’s authorization is verified against approved limits, and the balance
is transferred to the City Ledger (Accounts Receivable).4 A formal invoice is then sent
to the company for settlement within 30 to 45 days, requiring meticulous
documentation.4

 Foreign Currency: Used by international guests, requiring staff to calculate the
equivalent local currency amount using the verified current exchange rate.4 Hotels
must strictly adhere to national central bank guidelines for currency exchange,
documentation, and deposit, while maintaining transparency about the applied rate
and any fees.4

 Combined Methods (Split Payments): Provides flexibility but demands meticulous
recording.4 Each payment type (e.g., cash, credit card) must be processed sequentially
until the balance is reduced to zero.4 Separate receipts detailing the exact breakdown
of the payment allocation are required to maintain clear audit records.4

2.2 Departure-II: Additional Check-out Options



Modern technology offers multiple alternatives to the traditional front desk procedure,
enhancing convenience and operational flow.4

Express Checkout

Express checkout allows guests to bypass the front desk entirely by authorizing the final
charge to their credit card on file.10 This requires streamlined digital payment options and
clear instructions for key drop-off or deactivation of digital keys.10

Self-check-out (Kiosk, Interactive, Mobile App)

These options empower guests to manage their departure independently, which is highly
effective during peak periods.10

 Kiosk Check-out: Guests use a self-service terminal to view their folio, process
payment, and receive a receipt.10

 Interactive Checkout: In-room television or tablet systems allow remote review and
authorization of the final bill.

 Mobile App Checkout: Guests utilize the hotel’s application to review, authorize,
pay their bill remotely, and manage digital key functions.4

Late Checkout

Late checkout is a value-added service extending the room usage past the standard time, often
generating incremental revenue for the hotel.10 Availability is contingent on housekeeping
schedules and occupancy.9 Any associated fees must be clearly communicated upon request.
If the request cannot be granted, the staff must offer alternatives, such as luggage storage or
use of hotel amenities, to maintain guest satisfaction.9

Chapter 3: Post Departure and Night Audit
This chapter covers the crucial post-departure financial processes, including the collection of
accounts receivable and the daily control mechanism known as the Night Audit.

3.1 POST DEPARTURE Account Management

Unpaid Account Balances

Any balances owed to the hotel after a guest has physically checked out are classified as
unpaid accounts.4 The primary accounting procedure for these balances is the formal transfer
from the active Guest Ledger to the City Ledger (Accounts Receivable).4 This transition
signifies that the front office has completed its role, and the responsibility for collection now
rests with the back-office accounts receivable department.

Account Collection

Account collection involves systematic efforts to retrieve outstanding funds. The approach
must be standardized and escalate based on the account's age. Initial contact (0-30 days) is
typically a polite reminder or statement. If the account remains unsettled, subsequent attempts



become more formal, utilizing targeted phone calls and formal written notices. For severely
delinquent accounts, the process escalates further, potentially involving transferring the debt
to an external collection agency or pursuing legal recourse, as dictated by the hotel’s credit
policy.13

Account Ageing & Record Generation

Account Ageing is a financial management technique used to categorize outstanding invoices
in the City Ledger based on the length of time they have been past due.13 This practice is
fundamental for cash flow optimization, risk identification, and guiding collection
strategies.13

Accounts are segmented into "ageing buckets," typically including 0–30 days, 31–60 days,
61–90 days, and over 90 days past due.13 This categorization allows management to
determine which accounts require the most immediate and aggressive collection action to
minimize financial risk.13

The process generates the Accounts Receivable Ageing Report, which is a vital MIS tool.14
This report enables managers to accurately forecast available cash flow and critically evaluate
the effectiveness of the hotel’s credit policies and collection procedures.14 A hotel that
consistently sees a high percentage of balances move into the 61–90 day bucket, for example,
signals a need to tighten front-end corporate credit vetting or increase the intensity of early
collection efforts.

3.2 NIGHT AUDIT – Importance, Role, and Procedure

The Night Audit (NA), or End-of-Day process, is the daily financial control cycle that
balances all front office accounts, verifies revenue, and formally closes one business day to
start the next.5

Importance of the Night Audit

1. Financial Control and Balancing: The NA tracks all financial activities, ensuring
that the charges posted to guest folios match the departmental revenue records.5 It is
the critical control process that maintains the integrity of guest account balances.6

2. Business Day Rollover: The audit formally ends the financial transactions for one
calendar date and systematically advances the hotel’s Property Management System
(PMS) to the next business day.5

3. Compliance and Audit Trails: Accurate audits ensure compliance with legal
standards, proper tax collection, and maintenance of a complete financial history,
preventing legal issues related to improper financial reporting.5

4. MIS Generation: The audit generates daily statistical reports that management relies
upon to monitor credit activity, project cash flow, and track departmental performance
against profit goals.6

5. Fraud Detection: The process verifies that all bookings align with payments and can
detect discrepancies such as suspicious reservations or potential internal fraud,
enhancing accountability and financial security.5

Role of the Night Auditor



The Night Auditor is typically a senior professional, often a manager, who possesses strong
accounting proficiency and a deep understanding of hospitality operations.5

The Auditor's key responsibilities include:

 Check Function: Performing a daily financial check on guest folios, verifying posted
entries, and monitoring guest credit limitations.5

 Reporting: Preparing a daily summary of all cash, credit, and check activities at the
front desk, and reporting results to upper management.5

 Accountability: Being responsible for investigating and resolving any financial
discrepancies that arise during the audit process.5

The Night Audit Procedure (Step-by-Step Sequence)

The Night Audit follows a standardized, systematic sequence 5:

1. Complete Outstanding Postings: Ensure all revenue generated that day, including
late or manually entered vouchers, is successfully posted to the correct folios.5

2. Reconcile Room Status Discrepancies: Verify that the room status reported by the
front office (e.g., "Occupied") matches the status recorded by housekeeping (e.g.,
"Vacant Dirty"). Resolving these prevents operational errors.5

3. Balance All Departmental Accounts: Perform a trial balance, comparing the total
charges posted to folios with the total revenue reported by all Point of Sale systems
and departments. Discrepancies must be found and corrected.5

4. Verify Room Rates: Confirm that every occupied room has been posted at the
correct, authorized rate, identifying and resolving any undocumented discounts or rate
discrepancies.5

5. Verify No-Show Reservations: Process charges for confirmed reservations that were
not cancelled and failed to arrive, according to hotel policy.5

6. Post Room Rates and Taxes: The actual room charges and associated taxes for the
day are posted to all occupied guest folios. This step is the culmination of the day’s
revenue capturing.5

7. Prepare Required Reports: Generate the essential Night Audit Reports (e.g.,
Revenue Summary, High Balance Report) for management review.5

8. Prepare Cash Receipts for Deposit: Reconcile all physical cash collected at the
front desk and prepare the funds and associated documentation for bank deposit.5

9. Clear or Back up the System: Execute the "End-of-Day" command in the PMS,
which automatically closes the day's books and advances the system calendar to the
next business day.5

10. Distribute Reports: Ensure the finalized reports reach the relevant department heads,
the general manager, and the accounting department.5

Chapter 4: Situation Handling and Security Systems
The hotel must have comprehensive protocols in place to manage emergencies and maintain
guest safety through advanced security technology.

4.1 EMERGENCY Procedures (Situation Handling)



A predefined Emergency Action Plan (EAP) provides the general guidelines for crisis
response, emphasizing that safety and controlled action are paramount.15

Medical Emergency

The procedure requires immediate assessment, contacting emergency services (911), and
notifying the hotel’s Emergency Coordinator.15 Staff trained in first aid provide immediate
care until professional medical personnel arrive. Documentation of the incident must be
thorough and handled with discretion.

Fire Emergency

Response requires the immediate activation of the fire alarm and vocal warnings of “FIRE”.15
Evacuation must be calm and follow designated escape routes to a predetermined Assembly
Area.15 Staff must ensure that all rooms are visually checked as they exit and that a headcount
is performed at the Assembly Area to account for all personnel.15

Robbery/ Theft

In a robbery, staff must prioritize personal safety by complying with all demands without
confrontation. Observation of the perpetrator’s characteristics is critical. Authorities must be
contacted immediately after the perpetrator has departed. For theft, staff secure the area,
document the guest’s claim thoroughly, and assist law enforcement.

Accident

Immediate assistance and medical aid must be provided, with emergency services called if
necessary. The incident location must be secured, and detailed reports, including witness
statements, are required for liability management.

Natural Calamity

Staff must follow local advisories and implement the EAP for the specific hazard, which may
involve a shelter-in-place order or controlled evacuation to safe zones. Clear communication
of instructions to guests is vital.15

Bomb Threat

This situation demands a highly controlled response.16 If the threat is received by phone, the
receiver must remain calm, keep the caller on the line as long as possible, and actively
attempt to obtain critical information using a standardized checklist (location, time, type).16
The receiver must communicate the threat to a colleague via a written note so that authorities
(911) can be called from a separate line.16 After the call ends, the receiver must not hang up
the line, as it may be traceable.16 Crucially, staff must not use two-way radios or cell phones
near the potential location, as signals may trigger detonation, and must not activate the fire
alarm.16 Evacuation only proceeds upon police instruction.16

Terrorist Attack



In such an extreme event, protocols focus on immediate staff and guest security, following
protective measures such as "Run, Hide, Fight" as advised by security agencies. Rapid
notification of authorities (911) and securing the immediate work area are priority actions.15

4.2 Guest Safety & Security Systems

Technology provides essential layers of security, controlling access and providing critical
oversight.18

Electronic Locking Systems

Modern electronic locking systems utilize smart cards or mobile digital keys, offering
superior security compared to traditional mechanical locks.19 The primary benefit is the
ability to instantly deactivate keys upon check-out or loss, eliminating the risk of
unauthorized reentry. These systems are invaluable because they record a real-time audit trail
of every access attempt, tracking who entered what door and when, which is crucial for
forensic security investigations.18

Surveillance & Access Control Systems

These integrated systems monitor public areas and restrict entry to sensitive operational
zones.18

 CCTV Monitoring: Surveillance cameras provide 24/7 coverage of lobbies,
corridors, and exterior areas.

 Intelligent Control: Access control systems define specific authorization rights for
staff members, enabling managers to monitor and log exactly who can access what
areas, and at what specific times.18 This system provides intelligent control and real-
time audit trails of staff movement, significantly enhancing internal security and risk
mitigation.18

4.3 EMERGING TRENDS IN ROOM’S DIVISION

The Rooms Division is continuously shaped by technological adoption and product
innovation aimed at streamlining operations and enhancing guest personalization.20

Use of Technology

1. Artificial Intelligence (AI): AI is heavily utilized for strategic decision-making,
including demand forecasting and dynamic pricing optimization.20 Operationally, AI
automates repetitive tasks, such as handling common guest inquiries or bulk processes
like check-in, freeing staff to concentrate on personalized, high-touch service
delivery.20

2. Cybersecurity: As operations move to digital platforms, the risk of cyber threats
(e.g., ransomware, phishing) increases.20 Robust cybersecurity protocols are
mandatory to protect sensitive guest data, ensure regulatory compliance, and maintain
the operational security of the PMS and integrated systems.20

Product Innovation



1. Internet of Things (IoT) and Smart Technology: IoT involves integrating smart
devices within the room, allowing guests to control ambient conditions (lighting,
temperature) via voice or mobile apps.21 This personalization elevates the guest
experience and provides the hotel with valuable data on usage patterns.

2. Contactless Service and Digital Concierges: Driven by guest demand for speed and
minimal interaction, mobile apps and kiosks offer self-service solutions.12 These
digital concierges facilitate express check-in, remote check-out, service requests, and
key management, providing a seamless and highly efficient customer journey.12

Chapter 5: MIS
Management Information Systems (MIS) refers to the use of technology to collect, process,
and analyze data to provide management with actionable insights necessary for strategic
decision-making and performance monitoring.

5.1 Importance and Statistical Ratios

Importance of MIS

MIS reports translate raw operational data (collected through the PMS and verified by the
Night Audit) into financial indicators, allowing managers to understand the performance of
the hotel. These reports enable executives to monitor projected and actual sales, measure
expenses, and determine if marketing and operational strategies are meeting established profit
goals.6MIS provides the necessary objective overview to evaluate the hotel's financial
activity daily.

Statistical Ratios (Calculation, Interpretation, and Application)

These ratios are the essential key performance indicators (KPIs) used to measure the
efficiency and financial health of the Rooms Division.

Occupancy Percentage (%)

Occupancy percentage is the fundamental measure of capacity utilization. It is calculated by
dividing the total number of rooms sold by the total number of rooms available, and
multiplying by 100. A high occupancy rate indicates successful demand capture, but
management must use it in conjunction with rate data to assess profitability.

Occupancy % = (Rooms Sold / Rooms Available) * 100

Multiple Occupancy Percentage:

This ratio determines the average number of guests per occupied room. It is calculated by
taking the total number of guests, subtracting the number of rooms sold, and dividing the
result by the number of rooms sold. This metric is critical for forecasting non-room revenue
and managing operational costs sensitive to the number of people, such as food service and
amenities.

House Count:



The House Count is the total number of guests currently staying at the property. This simple
metric is vital for day-to-day operational decisions, including forecasting demand for F&B
outlets and ensuring appropriate front desk staffing levels.

Bed Occupancy Percentage:

Calculated by dividing the number of beds occupied by the total number of beds available,
this ratio is useful for properties where bed configuration and individual bed sales are a
factor, providing a more detailed look at physical capacity utilization.

Domestic Occupancy % / Foreign Occupancy %:

These metrics break down occupancy based on the geographical origin of the guests (local vs.
international). They are essential for tailoring marketing efforts and adjusting service
offerings, such as language support and specialized amenity provisioning, to specific market
segments.

Occupancy Multiplier

A forecasting factor used in budgeting to estimate the total number of guests expected based
on the projected room occupancy, often derived using the multiple occupancy percentage.

ARR/ADR (Average Daily Rate):

ADR is the measure of pricing success, representing the average revenue achieved per room
sold.23 It is calculated by dividing the total room revenue by the total number of rooms
sold.23 A high ADR suggests the hotel is achieving a premium price point or effectively
utilizing yield management strategies.

ADR = Total Room Revenue / Rooms Sold

ARG/Rev PAC (Average Rate per Guest / Revenue per Available Customer):

These metrics shift the focus to the total revenue generated across the entire property, not just
room sales.24 ARG is total property revenue divided by the number of guests. Rev PAC is
total property revenue divided by the total number of available rooms (similar structure to
RevPAR but using total revenue). These ratios acknowledge that auxiliary revenues are
crucial, validating strategies that might lower room rates if they lead to significant spending
in other high-margin departments.24

RevPAR (Revenue Per Available Room):

RevPAR is the most crucial combined performance indicator in the lodging industry,
reflecting the property's ability to maximize revenue across its available inventory.25 It is
calculated by either dividing total room revenue by the total number of available rooms, or by
multiplying the Occupancy Rate by the Average Daily Rate (ADR). An increase in RevPAR
indicates an improvement in either rate or occupancy. However, RevPAR does not account
for operating expenses and should be complemented by other metrics for a complete financial
assessment.



RevPAR = Total Room Revenue / Total Available Rooms = Occupancy% * ADR

Yield Management:

Yield management is the strategic process of optimizing revenue by achieving the best
possible combination of rate and occupancy. The yield percentage measures management’s
effectiveness in achieving maximum potential revenue from the hotel’s fixed capacity, often
calculated as the ratio of actual room revenue achieved to the total potential room revenue.

FOUNDATION OF ROOMS DIVISION OPERATIONS -II B(THEORY)
Chapter 1: PUBLIC AREA – Upkeep and Maintenance

1.1 Introduction to Public Area Upkeep and Maintenance
The rigorous maintenance of public areas (PA) forms the operational bedrock of any
successful hospitality establishment. Public area upkeep is a sophisticated
management discipline that integrates aesthetic standards, hygienic safety protocols,
and proactive risk mitigation. These zones, which include lobbies, hallways, and
elevators, are the first areas encountered by guests upon arrival and are subject to
constant foot traffic, necessitating specialized cleaning routines. Effective PA
management is essential for operational continuity and ensuring that the hotel’s
presentation consistently reflects its quality standards.

1.2 Front of the House and Back of the House Distinction
The division of a hotel into Front of the House (FOH) and Back of the House (BOH)
areas dictates distinct cleaning philosophies and operational priorities.

1.2.1 Front of the House (FOH) Areas
FOH areas encompass all spaces where guests directly interact with the hotel
environment and staff. Examples include the main lobby, guest corridors, reception
desks, restaurants, and lounges. The primary goal of FOH cleaning protocols is to
create a positive, immediate visual impression of impeccable quality and
service. Because FOH spaces are high-traffic environments, they require continuous
vigilance, demanding frequent spot cleaning and regular, intensive maintenance
routines to uphold a welcoming aesthetic and prevent clutter. Staff members
assigned to FOH maintenance are essentially brand representatives, and their
activities are highly visible, requiring discretion and efficiency in execution.

1.2.2 Back of the House (BOH) Areas



BOH areas are operational zones designed for staff use, infrastructure support, and
service preparation, remaining largely unseen by guests. These include
administrative offices, employee cafeterias, maintenance shops, and service
corridors. While invisible to the average guest, the cleanliness of BOH areas is
functionally indispensable. The cleaning focus here shifts from guest aesthetics to
maximizing operational efficiency and supporting staff morale and well-being. Poorly
maintained BOH spaces, such as disorganized storage rooms or unclean staff areas,
directly lead to operational inefficiencies and decreased employee
morale. Therefore, expenditures and time dedicated to BOH maintenance, such as
ensuring a clean employee cafeteria or organized storage, are not merely overhead
costs but represent vital, indirect investments that sustain the high standards
required for competitive FOH operations. A clean, organized back-of-house
environment empowers staff to deliver more effective, efficient service, thereby
strengthening the quality of the FOH guest experience indirectly.

1.3 The Role of Public Area Cleanliness in Creating First Impression
Public area cleanliness is the most immediate and influential determinant of a hotel’s
reputation and perceived hygiene standard. When a guest steps into an immaculate
common area, such as a lobby or reception, they instantaneously form positive
assumptions about the commitment to hygiene throughout the entire property,
extending their confidence even to areas they cannot see, such as the kitchens and
laundry facilities. Conversely, a single lapse in maintenance, such as a soiled carpet
or a dirty elevator interior, can immediately and severely damage guest confidence in
the establishment’s overall standards. The staff members in the Front of the House
initiate the guest experience, but the physical environment confirms or negates the
hotel’s standard, establishing a direct link between housekeeping diligence and the
critical metrics of guest satisfaction, online reviews, and repeat bookings.

1.4 Comprehensive Cleaning Frequency for Front of the House Areas
Maintaining FOH areas requires a rigorous, systematic, and often continuous
cleaning schedule tailored to the traffic patterns of each specific zone.

1.4.1 Entrance, Main Gate, Periphery, and Parking
The exterior of the property is the gateway to the guest experience. Daily operations
in these areas must include sweeping or power washing walkways and
entranceways. The periphery must be continuously monitored for litter and debris.
Furthermore, maintaining exterior aesthetics involves examining flower beds,
containers, and landscaped areas daily, ensuring they are free from garbage, dead
plants, and overgrown foliage. Operational safety is also a daily requirement,
involving inspection of all exterior lighting to eliminate dark corners, confirmation of
clearly marked pedestrian walkways, and assurance that fire lanes are kept clear
and accessible.

1.4.2 Main Porch, Main Door, and Lobby



The hotel lobby, being the central hub of activity, requires continuous, often round-
the-clock cleaning. Routine floor maintenance dictates that areas must be
vacuumed, swept, or mopped at least twice daily, with immediate spot cleaning
required for any spills or tracked-in soil. Glass doors and panels must be wiped down
throughout the day to remove smudges and maintain transparency. Sanitation is
critical for guest contact points; high-touch surfaces such as doorknobs, reception
counters, tables, and light switches must be disinfected multiple times during the day
to minimize pathogen transmission. Finally, meticulous attention to aesthetics
ensures that lobby seating is clean and properly arranged, and collateral materials
like magazines, brochures, and any decorative items, including fresh flowers, are
checked, tidied, or replenished as necessary.

1.4.3 Public Restrooms
Public restrooms are high-touch, high-contamination areas that require the most
frequent attention outside of occupied guest rooms. Due to heavy and unpredictable
usage, these areas must operate on an hourly or bi-hourly inspection schedule. The
basic daily routine includes full floor mopping, complete sanitation of all fixtures, and
trash removal. Housekeeping standard operating procedures require that trash
containers are emptied and sanitary bins addressed twice daily at a minimum,
ensuring continuous cleanliness throughout operational hours.

1.4.4 Executive Offices (Guest Use) and Business Centre
Although these spaces experience lighter traffic compared to the main lobby, they
must project a sense of executive professionalism and meticulous order. Routines
include thorough daily dusting of all furniture and surfaces. Shared technology, such
as public phones, kiosks, computers, keyboards, and business center counters, must
be cleaned and sanitized frequently. Organization is key, requiring that stationery,
office supplies, and brochure stands are kept tidy and aligned.

1.4.5 Elevators, Escalators, Corridors, and Staircases
These essential pathways connect the entire facility and are subject to high friction
and heavy tactile interaction. Elevators require daily cleaning of floors, doors, and
mirrors, alongside frequent sanitization of all call buttons and interior panels. In
corridors and stairwells, daily tasks include vacuuming or sweeping floors, dusting
baseboards and decorative elements, and ensuring all light fixtures are operational,
with burnt-out bulbs replaced promptly. Handrails and banisters, which are high-
touch surfaces, must be wiped down frequently throughout the day.

1.4.6 F&B Areas and Leisure Areas
Food and Beverage (F&B) areas demand strict, frequent cleaning due to the high
risk of spills and foodborne illness. Restaurants require nightly cleaning of all dining
surfaces and kitchen access points. These high-usage areas require intensive
cleaning methods, such as daily vacuuming of upholstery and the weekly scrubbing
of hard floors, to maintain both attractive appearance and hygiene. Leisure facilities,
such as fitness gyms, also require daily, thorough cleaning and sanitization of shared



equipment and locker room facilities due to the rapid exchange of germs in these
environments.

1.5 Cleaning Frequency for Back of the House Areas
BOH cleaning protocols are structured to support operational flow and staff welfare,
often requiring deep cleaning to be scheduled during periods of minimal traffic,
typically the night or graveyard shift.

1.5.1 Employee Cafeteria and Staff Areas
The employee cafeteria and associated staff facilities are classified as high-contact
food service environments and must adhere to stringent health department
standards. This necessitates daily, thorough cleaning and disinfection to provide a
safe and sanitary environment, which is fundamental to preventing the spread of
pathogens and ensuring employee health and productivity.

1.5.2 Administration and Sales Offices
Administrative and sales offices are generally cleaned when they are not in use to
avoid disruption, which usually occurs during the night shift. Nightly tasks involve
routine dusting, emptying waste baskets, and sweeping or vacuuming floors. When
cleaning these spaces, housekeeping attendants must exercise extreme caution to
avoid disturbing sensitive business papers, files, or folders on desks, meaning re-
arranging items is strictly prohibited. More intensive tasks, such as window washing,
are scheduled on a less frequent cycle, typically weekly or monthly.

1.5.3 Housekeeping Areas
Service corridors, linen rooms, and back-of-house staircases are critical logistical
pathways. Routine cleaning ensures they remain clutter-free. However, deep
cleaning procedures for these specific BOH areas are typically reserved for the
graveyard shift due to the specialized time commitment required and the need to
minimize disruption to daytime service operations.

1.6 Schedule for Public Area Cleaning: Routine, Daily, Weekly, and Deep
Cleaning Cycles
Effective PA maintenance is achieved through a structured cleaning matrix that
specifies tasks based on required frequency.

 Daily Tasks (Routine): These tasks are performed at least once, or multiple times,
per shift due to high traffic and guest visibility. This includes trash removal,
sanitization of restrooms, damp dusting of furniture and artwork, and disinfection of
all high-touch surfaces like shared desks, phones, and elevator buttons.

 Weekly Tasks (Thorough): These address areas that accumulate soil and grime
over time. Weekly tasks involve comprehensive vacuuming of all carpets and
upholstery, mopping hard floors, and detailed dusting of baseboards, windowsills,
and workstations.



 Monthly/Bi-Monthly Tasks (Deep Cleaning): These procedures focus on structural
maintenance and specialized cleaning to preserve hotel assets. Tasks include carpet
shampooing, sanitizing office chairs and upholstered items, floor waxing or
refinishing, and deep cleaning of ventilation systems and inaccessible areas.

1.7 Problems Faced During Public Area Cleaning and Their Solutions
Public area cleaning presents unique operational challenges that require innovative,
managerial solutions to maintain high quality while optimizing cost.

1.7.1 Challenge: High Guest Expectation vs. High Traffic Disruption
Public areas experience constant foot traffic, making it challenging to keep them
pristine without disrupting the guest experience. The hotel must maintain immaculate
appearances despite the continuous flow of people. A strategic approach involves
equipping housekeeping staff with portable cleaning caddies that contain specialized
supplies, such as disinfectants for hospitality use, microfiber cloths for delicate
surfaces, and stone polish for marble. This enables rapid, efficient spot cleaning of
surfaces, elevator walls, and check-in desks multiple times a day without requiring
large, obstructive equipment setups. The ability to conduct discrete, preventative
maintenance swiftly allows the team to be proactive rather than reactive to soil and
dirt.

1.7.2 Challenge: Rising Labor Costs and Employee Retention
The consistent increase in operational costs, particularly labor wages, affects the
profitability of cleaning services. Furthermore, high turnover rates resulting from low
employee morale or infrequent engagement are costly, especially after training
investment. To overcome these issues, hotels increasingly integrate technology.
Utilizing software management systems and equipping employees with tablets or
smartphones allows management to track cleaning progress and job site activities
remotely, potentially reducing the need for costly on-site supervisory roles. To boost
staff retention, management must foster a positive environment by providing easy
digital access to necessary resources, such as training modules and Safety Data
Sheets, increasing engagement and support for the cleaning team.

1.7.3 Challenge: Stubborn Stains and Surface Maintenance
High-traffic areas are prone to persistent cosmetic issues, such as scuff marks, dirt
buildup on baseboards, and fingerprints on glass and metal fixtures. Addressing
these challenges requires selecting the correct chemistry and tools for immediate
application. For instance, staff should keep specialized abrasive sponges readily
available for daily spot cleaning to quickly remove scuff marks or dirt from elevator
walls and doors. For restrooms, where hard water stains and soap scum frequently
accumulate, daily wiping down of glass shower doors and sink fixtures prevents
mineral buildup from hardening, ensuring surfaces look clean even under frequent
use.



Chapter 2: CONTROL DESK

2.1 Importance of the Control Desk
The Control Desk operates as the central command post, or nerve center, for the
entire Housekeeping Department. Its critical function is to streamline communication,
enforce security protocols, and ensure standardization across the accommodation
operations. By centralizing information and coordination, the Control Desk minimizes
errors, improves staff efficiency, and maintains the high levels of hygiene, safety,
and order essential for a smooth, productive operation.

2.2 Operational Procedures: Opening the House
The procedure known as "Opening the House" is performed by the initial shift
attendant to prepare the department for the operational day. This critical task
involves receiving and analyzing vital data from the Front Office department,
including the comprehensive night report, the list of expected arrivals and
departures, the VIP in-house list, and lists detailing crews and groups currently
residing in the hotel. Based on this detailed documentation, the Control Desk
attendant and the corresponding supervisor schedule the staff, prioritizing rooms for
cleaning, maintenance, and special servicing according to the status and guest
profile.

2.3 Reporting Staff Placement
A core function of the Control Desk is maintaining accountability and managing
workflow. Staff members report to the desk at the start of their shift, collect their
keys, and receive their assignment briefing. The desk maintains specific records,
such as the Task Assignment Summary, which clearly outlines every room in the
property, specifying the assigned Housekeeper and noting any special service needs
associated with that room, thereby ensuring every area is covered efficiently.

2.4 Handover of Each Shift Protocol
Effective shift handover is essential for seamless operations and maintaining security
and continuity. The Log Book, a crucial register kept at the desk, is used to record all
relevant information that staff from an earlier shift need to convey to the next team,
including pending maintenance issues, guest complaints, and special requests. All
incoming supervisors are required to review the Log Book immediately upon
arrival. A mandatory protocol at the end of each shift is the comprehensive key
return and verification process, where outgoing and incoming staff jointly sign off on
the exact count of all keys and note any outstanding issues before the departing staff
are permitted to leave the premises.

2.5 Handling Keys & Key Control
Key control procedures represent a foundational element of hotel security and are
necessary to protect guest property and reduce security incidents. Modern security



often utilizes computerised key-card systems for enhanced safety. However, all
master keys, section keys, and emergency keys must be meticulously tracked. This
is achieved through the Key Control Register, an essential document that records
the issuance and return of all keys, requiring the signature of the staff member
responsible for their custody. The strict monitoring and audit trail provided by this
register ensure that the hotel maintains continuous oversight of its physical access
system. In the unfortunate event of a security breach or theft complaint, this register
provides an auditable, systematic record of key holders, serving as crucial
documentation of the hotel’s due diligence in mitigating potential legal liability and
guest financial claims related to access control.

2.6 Lost & Found Procedure
The hotel assumes an obligation under common law to protect and diligently attempt
to return articles that guests misplace or leave behind. All unclaimed items found
anywhere on the hotel premises, ranging from high-value jewelry and electronics to
simple garments, must be immediately channeled to the housekeeping control
desk. Upon receipt, the item is logged in the Lost and Found Register, which
documents the item's precise description, the location where it was found, and the
identity of the finder. This meticulous tracking ensures the article is stored securely
and facilitates the eventual return to the rightful owner.

2.7 Maintenance Follow-ups
The Control Desk serves as the primary liaison between the Housekeeping
department and the Engineering department for all repair and maintenance needs.
Any required repair, whether noted by staff during room checks or requested directly
by a guest, is recorded using a standardized Maintenance Work Order Form. The
Control Desk is responsible for communicating these issues to the appropriate
department, prioritizing urgent repairs, and diligently tracking the status of the order
until the work is confirmed as completed and the room is officially released back into
the available inventory.

2.8 Guest Special Requests
The Control Desk is the crucial contact point for in-house guests requiring
housekeeping-related services. Requests, which may include items such as extra
bedding, additional pillows or blankets, or babysitter services, are received and
immediately transmitted to the concerned floor supervisor for prompt action. For
items temporarily loaned to guests, such as specialized equipment (e.g.,
humidifiers), the request is logged in the Guest Loan Item Register. This register
ensures strict control over hotel property, guaranteeing the tracking and recovery of
these non-consumable items upon the guest’s departure.

2.9 Formats, Records & Registers Maintained at the Control Desk
The efficient function of the Control Desk is dependent on the systematic
maintenance of specialized documents:



 Log Book: Used for detailed cross-shift communication, recording all key messages,
outstanding tasks, and incidents from the previous shift.

 Key Control Register: Maintains the auditable record of the issuance, tracking, and
return of all keys to staff members.

 Lost and Found Register: Documents all found property, essential for security and
liability control.

 Maintenance Work Order Form: Standardized document used to initiate and track
all repair requests.

 Guest Call Register: Logs every incoming guest service request, providing data for
performance analysis and staff evaluation.

 Guest Loan Item Register: Tracks all temporary hotel property delivered to and
expected to be recovered from guests.

 Housekeeping Occupancy Report: A critical document generated by the desk
showing the list of rooms and their current statuses (e.g., occupied, checked-out,
vacant), which drives daily task assignment and scheduling.

 VIP Lists (Arrival and In-House): Ensure staff are aware of priority guests who
require special preparation and amenities.

 Carpet Shampoo Register: Records the schedule and completion status of deep
cleaning projects for carpets, facilitating proactive maintenance planning.

 Damage/Breakage Register: Records any damage or loss of hotel property
(excluding consumables) found in check-out rooms, vital for inventory and cost
tracking.

Unit 2: HOTEL LINEN (F&B and Room Linen)

3.1 Types of Linen and their Sizes
Hotel linen is integral to both guest comfort and operational hygiene, falling primarily
into three categories: bed linen, bath linen, and table linen. Standards for quality,
weave, and size are strictly enforced to ensure longevity and proper fit.

3.1.1 Bed Linen and Sizes
Bed linens include essential items such as sheets, pillowcases, and duvet covers,
designed to fit standard mattress dimensions:

 Single Bed: Sheets typically measure sixty by ninety inches (60" x 90"), with duvet
covers around sixty by eighty-six inches (60" x 86").

 Double/Full Bed: Bed sheets are usually ninety by one hundred eight inches (90" x
108").

 King Bed: Sheets are dimensioned at approximately one hundred eight by one
hundred eight inches (108" x 108").



 Pillowcases: These generally conform to two sizes: a standard measurement of
twenty by thirty inches (20" x 30") or a longer King size of twenty by forty inches (20"
x 40").

3.1.2 Bath Linen and Sizes
Bath linen is chosen for its thickness, measured in grams per square meter (GSM),
and superior absorbency. Standard items and sizes include:

 Bath Towels: The most common bath towel size is twenty-seven by fifty-two inches
(27" x 52").

 Hand Towels: Used for hands and faces, these are typically sixteen by thirty inches
(16" x 30").

 Washcloths: Small, square cloths measuring around thirteen by thirteen inches (13"
x 13").

 Bath Mats: Essential for safety and floor protection, measuring approximately twenty
by thirty inches (20" x 30").

3.2 Identification of Fabrics Commonly Used
The selection of hotel textiles prioritizes durability, comfort, and performance under
frequent commercial laundering cycles.

3.2.1 Cotton
Cotton is the most popular choice for bed and bath linens due to its natural softness,
breathability, and high absorbency. High thread counts in cotton generally contribute
to a softer feel and extended lifespan. Commercial-grade weaves, such as sateen or
percale, are commonly used in hotel sheeting to strike an optimal balance between
comfort and resilience.

3.2.2 Polyester
Polyester is favored in operational textiles like table linens and staff uniforms
because of its inherent durability and resilience. It exhibits strong resistance to
shrinking and wrinkling, making it an excellent material for items that undergo
rigorous, frequent laundering.

3.2.3 Blended Fabric (Poly-Cotton)
Poly-cotton blends are ubiquitous in the hospitality industry. They are designed to
leverage the complementary benefits of both fibers: the comfort and breathability of
cotton combined with the durability, wrinkle resistance, and easier maintenance of
polyester. These blended fabrics are cost-effective and engineered for longevity
under commercial use.

3.3 5 Popular Brands of Hotel Linen



The procurement of high-quality linens is a strategic investment in the guest
experience, leading hotels to partner with specialized textile manufacturers. Five
notable suppliers include:

1. Frette: Established in 1860, Frette is synonymous with luxury and elegance,
supplying prestigious, five-star hotels globally.

2. Sobel Westex: Provides premium linens and bedding solutions, offering a wide
range of customizable options to meet the unique branding requirements of luxury
properties worldwide.

3. Venus Group: Recognized as a global textile manufacturer, the Venus Group
emphasizes innovation and sustainability while providing high-performance linens
engineered for the intensive demands of the hospitality industry.

4. Standard Textile (Inferred from Commercial Focus): A leading commercial textile
partner known for producing durable, industrial-grade linens designed specifically to
withstand the harsh chemical and thermal conditions of high-volume hotel laundries,
focusing on operational longevity.

5. Spa and Pool Specialists (Inferred from Specific Textile Needs): Specialized
suppliers who focus on high GSM, plush, and quick-drying towels, including chlorine-
resistant fabrics and lightweight robes necessary for properties with pool and spa
amenities.

3.4 Laundering and Finishing of Fabrics
The longevity and appearance of hotel linen depend critically on laundering
techniques tailored to specific fabric compositions.

3.4.1 White Cotton
White cotton, often used for bed sheets and towels, must be washed aggressively to
achieve deep sanitation and brightness. The process uses hot water, typically
ranging from sixty to ninety degrees Celsius (60–90°C), to ensure effective removal
of stains and bacteria. Detergents should contain optical brighteners. Oxygen-based
bleach is the preferred whitening agent for removing stains, as it is gentler than
chlorine bleach, which can significantly weaken the fibers over time. Drying should
occur at a medium heat setting to prevent shrinking, although line drying in sunlight
can naturally enhance whiteness.

3.4.2 Colored Cotton
The primary concern when washing colored cotton is the preservation of color
vibrancy and the prevention of fading. This requires washing in cold to warm water,
generally limited to thirty to forty degrees Celsius (30–40°C). Only color-safe
detergents should be used, with harsh chemicals, strong bleaching agents, or optical
brighteners strictly avoided, as these can strip the dye and lead to fading. Air drying
is the ideal method for maintaining color, but if a dryer must be used, a low heat
setting is essential.



3.4.3 Wool, Silk and Delicate Fabrics
These luxury and sensitive fabrics require the most careful handling. They must be
washed exclusively in cold water to prevent immediate shrinkage, fiber damage, and
distortion of shape. Mild detergents specifically formulated for wool or delicates are
necessary. During handling, staff must avoid scrubbing, twisting, or wringing the
fabric; instead, they should gently move the item to loosen dirt and press out excess
water between clean towels after rinsing. Drying must be achieved by laying the item
flat on a surface or towel to air dry, with machine drying strictly forbidden. Chlorine
bleach must never be applied to silk or wool.

3.4.4 Blended Fabric Care
Blended fabrics, such as poly-cotton, require care instructions to be closely followed,
as tolerance for heat varies based on the blend ratio. Generally, moderate washing
temperatures, around forty degrees Celsius (40°C), and general-purpose detergents
are suitable.

3.4.5 Bath Linen
Laundering bath linen focuses on maintaining its plushness and critical absorbency.
While thorough cleaning is necessary, excessive use of fabric softeners should be
avoided, as these products can coat the terry loops and reduce the towel’s ability to
absorb moisture. Specialized enzyme detergents may be used to effectively break
down body oils and soil without compromising the fiber integrity.

3.4.6 Finishing of Uniforms
Finishing is the final stage that ensures linens and uniforms are ready for use. After
washing and drying, articles that require a sharp, professional appearance, such as
uniforms, are ironed or pressed. When folding uniforms or returning them to staff,
pressed garments are placed carefully into the transport basket, with heavier items
(e.g., trousers) placed first, followed by lighter garments (e.g., shirts). The item is
then covered, and a laundry slip is attached, ensuring proper distribution.

Chapter 3: STAIN REMOVAL

4.1 Stain Identification & Removal from Fabrics
Effective stain removal is based on two core principles: swift intervention and
accurate identification of the stain type (e.g., protein, oil, dye) to select the correct
solvent and temperature protocol. The most critical rule in professional laundering is
to never apply heat—whether from hot water, ironing, or a dryer—to a stain before its
complete removal, as heat can permanently set the substance into the fabric
fibers.

4.1.1 Lipstick and Cosmetics



Lipstick, foundation, and many other cosmetic stains are primarily composed of oil
and pigment, classifying them as oil-based soil.

 Procedure: These stains should be pre-treated using a liquid laundry detergent, dish
soap, or a commercial prewash stain remover designed to emulsify oil. The
substance is worked gently into the stain, or the area may be rubbed with bar soap
before the garment is put through a regular wash cycle.

4.1.2 Ballpoint Ink
Ballpoint ink stains are solvent-based and require a chemical approach for removal.

 Procedure: The recommended solvent is rubbing alcohol or a commercial dry-
cleaning solvent. The fabric should be placed over an absorbent pad to draw the
stain out. The chosen solvent is applied sparingly, and the area is gently tampered or
blotted to transfer the ink onto the pad. Rubbing should be avoided, as this can
spread the stain further.

4.1.3 Nail Polish
Nail polish stains necessitate the use of a powerful chemical solvent.

 Procedure: Chemically pure amyl acetate or nail polish remover containing acetone
is effective. However, extreme caution is necessary, as acetone is corrosive to
certain synthetic fibers like acetate and triacetate; therefore, the solution must be
tested on a hidden area of the fabric before direct application. Non-oily remover is
preferred, and the stained area should be blotted frequently during treatment to lift
the polish particles.

4.1.4 Paint
The method of paint removal depends on whether the paint is water-based or oil-
based.

 Procedure: Fresh, water-based paint stains can often be removed using a mild
liquid detergent solution. For oil-based paint, a specialized paint, oil, and grease
(POG) remover or a suitable commercial dry-cleaning solvent must be applied.

4.1.5 Grease and Oil
Grease and oil stains, prevalent on kitchen towels and F&B uniforms, require steps
to absorb the lubricant before washing.

 Procedure: First, excess liquid oil or grease should be scraped off the surface with a
blunt knife. Next, an absorbent material such as talcum powder or cornstarch is
sprinkled liberally over the stain and left to absorb the excess oil. Following this, the
area is pre-treated with a heavy-duty liquid detergent or a specialized industrial
detergent containing solvents and a pH booster before laundering.

4.1.6 Tea/Coffee and Wine



These common hospitality spills are classified as oxidizable stains due to the strong
tannins and organic dye molecules they contain.

 Procedure: Immediate blotting is necessary. The stain should be treated promptly
with a cold water rinse and liquid detergent. Because the colored components are
large organic molecules, they can be broken down using oxidizing agents. For
stubborn color traces, pre-treating the area with oxygen-based bleach breaks the
bonds of the stain molecules, making them colorless or water-soluble for easier
removal.

4.1.7 Curry
Curry stains are complex, involving both an oil/grease base and strong turmeric
dyes.

 Procedure: A sequential approach is required. The stain must first be treated for its
oil content, following the procedure for grease removal using a detergent or solvent.
After the oily residue is addressed, the remaining yellow dye component must be
treated using a specialized oxidizing agent or by exposing the fabric to sunlight to
assist in bleaching the color molecule.

4.1.8 Blood
Blood is a protein-based stain, demanding specific temperature control for
successful removal.

 Procedure: Immediate rinsing with cold water is non-negotiable. The use of warm or
hot water must be strictly avoided because heat coagulates the protein in the blood,
causing it to bond irreversibly with the fabric fibers, thus permanently setting the
stain. Cold water allows detergents containing proteases (protein-targeting enzymes)
to chemically break down the blood proteins before they are permanently fixed. After
the initial cold rinse, the remaining stain can be pre-soaked in cold water mixed with
an enzyme detergent. For white fabrics, applying hydrogen peroxide for five to ten
minutes is highly effective due to its bleaching action, followed by a thorough cold
water rinse.

Chapter 4: UNIFORM SELECTION AND DESIGN

5.1 Uniform Selection and Design Principles
Uniforms serve as a powerful visual communication tool, essential for distinguishing
staff roles, establishing a clear hierarchy, and projecting the hotel’s brand image and
service quality. The process of uniform selection must equally weigh aesthetic
appeal and core functionality, ensuring staff can perform their duties efficiently and
comfortably.

5.1.1 Core Design Principles
 Functionality and Safety: The design must allow staff members unrestricted

movement specific to their tasks. For roles involving physical labor or high-risk



environments (like kitchens), uniforms must incorporate necessary safety features
and be constructed from robust fabrics capable of withstanding the rigors of
industrial washing and constant wear.

 Comfort and Fit: Prioritizing comfort is directly linked to staff productivity and
morale. Uniforms must be made from breathable, non-irritating fabrics and must be
well-tailored and correctly sized to avoid being too loose or too tight. The selection of
comfortable, non-slip footwear is also a mandatory part of the uniform for safety.

 Professionalism and Image: For customer-facing roles, the uniform must reflect the
professionalism and quality level of the establishment. Well-designed, stylish
uniforms enhance the hotel’s overall image and affirm the high standard of service
offered.

5.2 Specific Uniform Requirements

5.2.1 Chef Uniform
The chef's uniform prioritizes hygiene and thermal protection. It typically consists of
traditional chef whites, which help reflect heat, and specific checkered pants. Fabrics
must be highly durable and capable of enduring high-temperature sanitation washes
required by food safety standards. Mandatory non-slip footwear is essential for
safety in wet kitchen environments.

5.2.2 Restaurant Associate
Uniforms for restaurant associates must balance formal presentation with high
mobility. Designs usually incorporate tailored trousers or skirts, shirts, and
sometimes a waistcoat or a specialized apron, reflecting the dining venue's specific
ambiance. The fabrics chosen must be crease-resistant and allow for quick, efficient
service movements.

5.2.3 Housekeeping Associate
Housekeeping staff require practical uniforms that can withstand frequent use and
movement. The design should emphasize durability and comfort, often consisting of
tunics or sturdy shirts paired with comfortable, long-lasting trousers. Non-slip,
comfortable shoes are mandatory to mitigate fatigue and prevent accidents during
physical tasks.

5.2.4 Maintenance Staff
Maintenance uniforms are selected for their resilience and functional utility. They
must be made of highly durable fabric that resists tears and abrasions. They often
feature multiple functional pockets for tools and may incorporate high-visibility
elements, depending on the role, to ensure safety while working in technical or
operational zones.

5.2.5 Front Office Associate



As the primary guest contact point, the Front Office Associate uniform must convey
the highest degree of elegance and brand identity. These uniforms are often highly
tailored, perhaps including full suits or sophisticated capsule collections that allow
staff to choose comfortable options while maintaining a cohesive style and color
scheme. The presentation must be immaculate, serving as the hotel's visual
standard.

Chapter 5: FLOWER ARRANGEMENT and Customization

6.1 FLOWER ARRANGEMENT
Floral arrangements are a key element of hotel interior design, offering color, texture,
and natural freshness that significantly impacts the atmosphere and guest perception
of luxury and care. Arrangements are classified based on their style and density.

6.1.1 Minimalistic Arrangements
The minimalistic style is characterized by its emphasis on simplicity, clean lines, and
the natural form of the plant material. These arrangements typically feature a single
type of flower, such as orchids or calla lilies, often utilizing a monochromatic color
scheme. Minimalistic design focuses on the strong visual impact of the chosen
flowers, using minimal foliage and setting them in neutral or understated containers
(e.g., simple glass or ceramic) that complement the arrangement without drawing
attention away from the form of the floral components.

6.1.2 Mass Arrangements
Mass arrangements are dense, full, and voluminous, designed to create a sense of
opulence and abundance. These designs utilize numerous flowers and various types
of foliage, prioritizing quantity and size to maximize visual impact. Mass
arrangements are ideally suited for creating dramatic focal points in large public
spaces, such as expansive lobby centerpieces, banquet hall entrances, or prominent
reception areas.

6.1.3 Miniature Arrangements
Miniature arrangements are created on a small scale, making them suitable for
confined or intimate settings like bedside tables, public restroom vanities, or
individual office desks. These designs require the use of petite flowers, such as mini
roses or baby's breath, and compact containers like teacups or small decorative
bowls. Despite their size, designers must diligently ensure that the arrangement
remains visually balanced and proportionate.

6.1.4 Creative Arrangements
Creative arrangements break from traditional geometric rules, focusing on innovative
and imaginative use of materials and space. These abstract designs often employ
bold or exotic plant materials, such as birds of paradise or protea, combined with



manipulated or unconventional materials like driftwood, wire, cable, or bamboo. The
goal is to distill a concept or essence, utilizing line, form, and texture in non-
naturalistic ways to create a unique and exciting visual image.

6.2 Customization of Rooms: Towel Art
Towel art is a decorative practice employed by housekeeping to fold ordinary bath
linens into recognizable, often whimsical, shapes. This practice is considered a
thoughtful and artistic gesture that elevates the guest experience beyond expected
cleanliness, adding a touch of personalized customization.

6.2.1 The Classic Swan
The swan is one of the most enduring and popular forms of towel art, frequently
utilized in romantic accommodation settings, such as honeymoon or anniversary
suites. Typically crafted from two bath towels, the swans are often positioned facing
each other to create the elegant shape of a heart, conveying sophistication and
charm.

6.2.2 The Playful Elephant
The elephant design is a fun, whimsical creation often favored in family-friendly
hotels and resorts. This shape is created using a larger bath towel for the body,
supplemented by a hand towel folded to form the trunk and ears, adding a
personalized, playful element that often delights children and adults alike.

6.2.3 Other Imaginative Shapes
The technique allows for extensive creativity, extending to designs such as sea
creatures (crabs, turtles), seasonal motifs (Christmas trees, Easter bunnies), or
personalized characters. By investing effort and time into such unexpected visual
surprises, housekeeping transforms a routine functional necessity—the provision of
a clean towel—into a high-impact, emotional touch point that significantly improves
guest satisfaction scores and encourages positive feedback, serving as a powerful,
low-cost differentiator of service quality.


