The Housekeepers Association, Planning document World Cup 2010 - draft Dec 2009.

ltem Current Status Desired Status Action Plan / Contact details HASA By Whom By When
MEMBERS
Safety & Security Housekeeping
Guest Guests leave their valuables in the room Guest property is idenftified by HK
property unattended - identified by SAPS as an area of Supervisors and placed in guest safe
concern. with note to that effect by Security
Room fire Some hotels have indicated that their fire signs are | Audit to be completed on all fire
signage not showing the photo luminescent when lights signage at guest bedroom doors to
and curtain drawn ensure that fire signage is in working
order.
Fire drill Hotel has not participated in a fire drill in years. Fire procedures to be
communicated to all staff — casual
staff to be inducted.
Identification | Staff do not have name badges or staff cards All staff should have name badges
of staff People can come onto hotel properties with and staff cards to identify them to
uniform and blend into the housekeeping staffing both guest and management that
structure. they are part of the hotel team.
Random check by security of all
staff daily.
Child Identified by SAPS as a great area of concern for Staff trained to identify and how fo HASA has had SAPS communicate fo Simone March 2010
prostitution both inside and outside hotels action. members of how to identify at a meeting | Lobetti
in JHB, this continued learning workshop
will be taken to all provinces before
March 2010 by HASA. Information will
also be posted on HASA website.
Deathin a Hotels are not aware of correct protocol to deal Staff trained and partners identified HASA together with Steinmed a division Simone March 2010
hotel with death in a guest bedroom. to attend to guest death in of Bidvest are finalising the protocol this Lobetti
bedroom bedroom. workshop will be communicated fo
members in a workshop given by HASA
in all provinces.
Medical Hotels with feams do not know how to deal with Staff frained and partners identified HASA together with Steinmed a division Simone March 2010
waste - medical waste. fo attend to medical waste. of Bidvest are finalising the protocol this Lobetti
sharp, workshop will be communicated fo
bandages members in a workshop given by HASA
etc. in all provinces.
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Safety & Security Housekeeping

Flags Many hotels do not follow the correct protocol on Correct protocol is followed, http://www.savaflags.org.za
how to correctly fly the national and international flags to be in good repair,
flags. Flags are not clean and usually in poor state | hotels to correctly use the SA | The Southern African Vexillological Association
of repair. flag with pride. can be contacted for assistance if hotels are
unclear.
secretary@savaflags.org.za
Deadling with Staff are not trained on the correct protocol. Staff trained and key personal
Royalty, e How to address the guest when entering deployed to VIP rooms.
Presidents, the bedroom
Ministers e How to unpack and pack a suitcase for a
VIP guest.
e Confidentiality
Doctors, List of doctors etc available from two weeks before | List of medical professionals
Dentists, and two weeks after World Cup, are the various available at Front Desk and
Physiotherapi | medical professionals usually used available during | Housekeeping. Does the
sts, Travel this period?2 pharmacy deliver, are the
Doctor, 24 hr doctors on call, emergency
Pharmacy dentist appointments.

Pest control

Beds in some hotels are not sprayed for bed bugs,
It is know that Germany had a bed bug problem
following WC 2006.

All hotels should spray all their
beds prior to WC and again
following WC.

Bed bug information
http://www.rentokil.co.za
http://www.hsph.harvard.edu/bedbugs/

Headache Hotels cannot dispense medication however Installation of temporary

tablets, upset | guests request this type of medication. medical dispensing

stomach, machine? Sufficient stock in

hangover hotel shops.

Baby sitting Unfrained staff are sent to guest rooms to baby sit Trained staff to be used for Baby sitting service

guest children. Indemnity not present in most
hotels.

babysitting service, frained in
basic child care and first aid,
indemnity to be issued prior to
service offered, alternative is
to use a professional
company to offer this service
for our guests. School
teachers are on leave.

Safety of children paramount.

Email: sitters@sitters4u.co.za
Office: +27 (0) 87 808 5357
Mobile: +27 (0) 83 691 2009

Fax: +27 (0) 86 564 3995
http://www sitters4u.co.za
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Safety & Security Housekeeping

Guest Some hotels do not have mini bars for guests to Area fo be identified and

medication store their medication. communicated to all for the
storage of guest medication.
Tagging of medication,
Disposal of sharps.

Identification | Hotel staff park cars in hotel parking usually not Staff cars to be identfified.

of staff cars identified — could pose a security risk.

Guest Guests are not responsible when under the Staff trained in first aid that

swimming influence of alcohol and could fall or jump into are placed at pool, pool rings

pool area hotel pools, despite the cold, when under the and hooks present, security

influence of alcohol. placed at pool area and are

frained to deal with unruly
guests.

Emergency Staff not trained in first aid, fire fighting efc, Emergency equipment fo be

equipment marshals not identified, torches, emergency present, fire marshal, first

jackets not present

aider etc identified and
communicated to staff.

Housekeeping
master keys

Keys to guest bedrooms not secured and usually
placed in room attendant pockets or on the
frolleys. Staff let guests info rooms.

HK to be issued with lanyards
to secure keys around person,
daily communicate
procedure of guest key not
working, key procedure to be
amended if necessary. Key
security to be communicated
daily to HK staff at briefing
sessions.

Service lifts

Service lifts are always a problem when hotels busy

Service lifts should be
serviced and emergency
contact details
communicated.

Lost & Found

Additional volume anticipated.

Communication to front desk
staff, storage and procedures
communicated.
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Public Areas
High High cleaning takes place at night as well as the All high cleaning to be
cleaning replacement of light bulbs and maintenance completed prior to the start
where scaffolding needs to be erected. of world cup as access to the
public areas will be
impossible at night during the
WC period. Emergency
maintenance can take place
whilst a match is taking place
— staffing
Marble Marble cleaning in foyers is usually completed Marble cleaning could take
cleaning during the night shift. place whilst a match is taking
place - staffing to be
identified
Flowers Flower arrangements in hotel foyers are done SA flowers should be
usually when guests are away from the hotel and showcased, florist notified of
the foyer is quiet. requirements for the period,
will cost of flowers over the
WC period be more
expensive?2 Arrange flowers
when guests present create a
talking point and will show
case SA flora.
Late shift and | Skeleton staff work late and night shift. Transport Games take place at night, info@santaco.co.za
night shift could be a problem over this period as well as staff up for public bathrooms. +27 12 321 1043
staff congestion on the roads when games finish, Roster around road
around the same time that staff go home. congestion, communicate +27 12 321 7299
with faxi association http://www .santaco.co.za/
regarding staff transport.
Servicing of Usually done during the day, and can be messy Communicate with partners
plants public | and obstructive. regarding servicing of plants —
areas. fimes to be identified.
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Guest bedrooms

Servicing of guest
bedrooms

Room attendant usually start their
shift from 06h00 — some hotels this is
staggered. Guests will watch
games and “party” till late which
will have an impact on room
cleaning and DND.

Shifts to be staggered to allow
for guest bedroom cleaning and
guests to sleep in - cards could
be made to advise guests when
rooms will be serviced,

Double occupancy

Most corporate hotels only have
single occupancy. Room
attendants will take longer to
clean double occupancy rooms —
state of rooms must be
remembered. E.g.; guests
“partying” in rooms. Front office
place pressure on HK to return
rooms.

Staff up double occupancy,
communicate to laundry
companies of the increase in flat
work over this period. Front
office to be made aware of
approximate time it takes to
clean double occupancy rooms
and need to be sensitive to this if
standards to be maintained.

Irons and boards

Insufficient irons and boards to
service guests.

Too costly to purchase, clean
covers and irons, checked after
use suggestion ironing room
identified on guest bedroom
floors.

Noise from the World Cup
guests “fans”

Air crew hotels need to be sensitive
to noise from WC fans, crews
usually given rooms facing pool
area or public facilities

Allocation of aircrew rooms to
be placed away from all noise —
communicate fo airlines of
strategy to avoid aircrew
thinking that they have been
"down graded” to rooms facing
areas that are not too noisy.

Allocation of rooms for team
players — FIFA VIPS

Per above

Guest supplies to
bedroom

Double occupancy will increase
guest supplies over this period

Sufficient stock of guest room
amenities on attendant trolleys/
caddy and in stock.

Guest towels

Double occupancy will increase
guest towels in bathroom.

Sufficient stock of guest room

attendant trolleys/ caddy
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Guest bedrooms

Guest laundry off
premises.

High volume of guest laundry
anticipated. Delays experienced
currently with delivery of guest
laundry. Guest laundry sometimes is
not marked and / or mixed up.
Express laundry delivered within a few
hours at a premium cost; will this be
feasible due to traffice

Guest laundry is checked to laundry
lists prior to being sent to laundry
company for cleaning.

Laundry delivery times
communicated guests and
adhered to. Staff training to be re-
enforced on how to identify
damage, washing instructions etc
prior to laundry being sent to
laundry company. Laundry pricing
to be investigated. Communication
lines to all housekeepers open for
items identified as unmarked /
damaged to assist HK to anficipate
missing laundry. Communicated to
all housekeepers prior to laundry
despatch so that housekeepers can
communicate to either guests or
support staff to avoid unnecessary
guest complaints.

HK to have available sewing kifs.
Sufficient laundry bags and laundry
slips.

Wash care symbols
http://www textileaffairs.com

Laundry partners to obtain email addresses of
all housekeepers and assistants for hotels that
they service. They are to communicate to alll
housekeepers when items are unmarked or
damage has occurred to guest laundry so
that the housekeepers can communicate to
their support, this will assist with dealing with
unnecessary guest complaints.

Sufficient hangers, laundry covers, boxes to
be available.

Delivery staff to be issued with security
identification and name badges.

Guest laundry on
premises.

Sufficient staff for current needs, some
hotels have and O.P.L. but staff are
not in uniform and do not have name
badges.

Increase in volume is expected, staff
will need to be trained correctly on
washing and ironing processes.
O.P.L. staff might have to deliver
guest laundry to rooms due o
increased occupancy, Security risk
if rooms not occupied, and a card
could to be placed under or on
door to advise guest that laundry
staff attempted to deliver laundry
and how to obtain their laundry.
Staff must be in full uniform, carry
identification badge/name badges.

Laundry company to ensure that all
equipment is in working order, service
machines and equipment prior to WC,
contact details of emergency contact and
furnaround time communicated. Sufficient

frained or frained on understanding wash
symbols, and ironing processes. Staff to be
issued with uniform and to follow same
security processes as housekeeping staff.

laundry covers, hangers, boxes. Staff to be re-
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Guest bedrooms

Bulk laundry / flat
work off premises

High volume of flat work is
anticipated. Double occupancy
anticipated in all hotels. Hotels that
are serviced by off premises laundry
have trouble with sufficient trolleys
and or bags to place soiled linen. Re-
wash of linen turn around slow. Hotel
linen not marked correctly or marking
faded. Delivery of linen due to traffic
congestion currently is difficult and
placed pressure on laundry partner
and HK department.

Re-wash kept to a minimum.
Delivery times communicated daily
to housekeepers.

Sufficient bags/trolleys for soiled
linen despatch.

Sufficient stationery and seals

All laundry correctly marked.

SMS sent to HK and / or laundry
supervisor that laundry has been
despatched and anticipated time
of arrival.

It is anticipated that laundry is delivered at
night however it must be anticipated that as
games take place at night there will be traffic
congestion. Traffic restrictions will be
enforced. Partners to obtain information from
the Department of Transport and
communicate to hotels of road closures etc.
It must be rememlbered that not only will
delivery trucks for laundry be on the roads but
all other heavy duty delivery trucks and this
must be anticipated for hotel laundry delivery.

Guests rooms might be serviced later than
usual which could place pressure on
collection and delivery times.

Delivery staff to carry identification and wear
name badges.

What contingency have laundry partners in
place for water and electrical interruption/
fire/ work stoppage?

Bulk laundry / flat
work on premises.

High volume of flat work is
anticipated. Double occupancy
anticipated in all hotels. Turnaround
of repair to mechanical breakdown
tfoo slow. Water and electrical
interruption.

Staff up especially during the night
shift to cope with additional volume.
Service machines and ironers prior
to WC and anticipate breakdowns
during the period. Contact
numbers and furnaround must be
communicated to hotels by laundry
equipment service partners.
Sufficient trolleys available to
placed soiled and clean linen.
Sufficient stock of detergents
available. Contingency plan in the
event of mechanical breakdown,
water and electricity interruption.

Service all machines prior to WC
Equipment in place for soiled and clean linen

Staff to be issued with gloves and nefts for hair
and to check linen for sharps

Emergency contact numbers for mechanical
breakdown and SLA for turn around of repairs.

Confingency plan for water and electrical
interruption/ fire / work stoppage?
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Guest bedrooms

Linen par stocks

Suppliers are currently under pressure
to deliver bedroom and bathroom
linen. One supplier is notorious for
marking hotels with incorrect hotel

Hotels do not have adequate par
stocks. This places undue pressure on
Housekeeper, laundry partner, staff in
housekeeping and front desk staff.
New linen needs to be pre-washed
prior to placing in rooms, additional
pressure placed on laundry partner.
Double occupancy will place
additional pressure on hotel
housekeeping and laundry partner.
Linen is condemned monthly.

Hotel openings before WC 2010will
place additional pressure on
suppliers.

name which is sent to incorrect hotels.

Par stocks adequate for this period.
Anticipate linen that will be
condemned over the next 6 months
and make provision for said.

Check linen prior to sending for pre-
wash that it is correctly marks and
not stained.

Enforce "green programme” with
room attendants, towels in
occupied rooms placed on hooks
are not to be removed and
washed. Communicate to guests of
green programme if not in place.
Washing of linen in occupied rooms
does not need to take place daily,
fraining needs addressed.

Linen quality to be checked due to
pressure placed on suppliers.

Laundry partners to advise of turn around time
for pre-wash.
Contingency in place for linen supply in the
event of a fire in linen room or laundry
company.
E.g.: of supplier
First Garment Rental
http://www firstgarment.co.za
Communicate to linen suppliers of how
laundry is to be marked.
Delivery dates and lead times to be
communicated to hotels by all linen suppliers.
Suppliers:
WL Cole
& 7 O
Cotton Traders
Sl G R T 1 b
Towel & Linen
& )" $% 8%
Dhooges Textiles
" +ann@dhoogestex.co.za
Continental Linen
! "
Chrysalis -
fred@chrysalislifestyle.com
Sanders Linen SA
Jens — 021 465 961

Pool towels

Usually in the winter months this is not
an area that needs to be addressed
however guests coming from
European countries could find our
climate and temperatures mild and
this will require the need to pool
towels.

Adequate pool towels in provinces
where daytime winter temperatures
are mild.

As above
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Guest bedrooms

Casual staff

Casual staff to our hotels are usually
people that we know and have
worked within our hotels for some
fime. There are fimes where staff
have been alleged to have taken
something from a guest bedroom
and removed from property only to
be found to work in another hotel
and the same allegations made.

All casual staff to be South African
citizens in possession of valid South
African identity document. Staff
personal details fo be recorded e.g.
address etc. Preferable staff that
are usually contracted to hotel work
in hotel guest occupied bedrooms
and new casual staff in public
areas, laundry etc. All casual staff
to have criminal record checks prior
to employment.

Supplier details:
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Flood damage

When guests are tired they runt he
bath and lie down on the bed and
forgot the taps running causing
damage to the hotel carpets.

Staff to be trained when walking
hotel passages to listen for
continues water running and taught
how to address these situations.
Cost to be established for call out
and repair to damage. Establish
with management how the costs
will be addressed with the guest.

Supplier details: (Head office details)
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Training of guest
bedroom causal
staff

Permanent room attendants frain
casual staff however due to up
staffing this might address room
standards and correct cleaning
processes. Trained casual staff over
the WC period that have been
correctly vetted will be a concern.

Outsourced partners to ensure that
staff are fully frained and vetted
prior to being placed at hotels.
Hotels that use casual staff to
complement permanent staff need
to make provision for the fraining
and veftting of all housekeeping
casual staff. Lists of staff with full
details — identity document,
personal details, criminal check to
be provided to hotel when casual
staff placed at properties. Regional
managers of outsourced partners to
ensure that hotels have full frained
pool of staff to draw from.

Supplier of training DVD for housekeeping &
breakfast service:

Contact: Tracy Uphof or llze Hanekom
Tel : 0117051163

Fax:011 465 4346

E-mail : sales@malachitetraining.com

H.A.S.A. has a trainer that can assist with
fraining casual staff how to correctly clean
rooms. Contact h.a.s.a@mweb.co.za
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Guest bedrooms

Staff uniforms

Currently hotels have sufficient
uniforms to service current staffing
structures. Hotels where staff uniforms
serviced by laundry partner the
turnaround is saftisfactory. Winter
uniforms and winter undergarments
are not usually supplied by hotels.

Stock take to be conducted by HK
sufficient uniforms to service casual
staff.

Orders to be placed if necessary
Staff will service outside areas during
WC winter uniform to be
investigated e.g. thermal vest,
jersey.

Laundry partner to communicate
furnaround of staff uniforms.
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Guest supplies

Current guest room supplies are
ordered and sent via courier to the
various hotels. Current supply meets
demand.

Double occupancy will change the
status quo of current ordering
patterns. Bottled water could be a
concern and orders placed in time.
HK to estimate anficipated needs
and place orders — lead times must
be taken into account. Delivery to
hotels over the WC period will be
difficult due to traffic congestion
and road closure.

Remember to stock up on:

Tooth brush kits

Shaving kits

Combs

Female packs

Condoms

Condoms can be obtained from the local
clinics and family planning clinics
at no charge to hotels.

Suppliers:

Hotel Amenities:
Cornelia Vas-Diass
Sales Director
cornelia@has.co.za
Tel: (011)234 6550

REMEMBER SAFE STORAGE - BOXES CANNOT BE
PLACED TO CLOSE TO FIRE NOZZLE - HK TO
COMMUNICATE WITH SECURITY MANAGERS AT
PROPERTIES. SECURITY OF SUPPLIES RISK OF THEFT.

Cleaning
equipment

Current cleaning equipment meets
demand.

Wert floor sign is not used correctly if
used at all. Staff do not regard this as
a safety issue.

Audit fo be conducted on all
equipment and equipment
replaced where necessary.
Cleaning buckets, mops etc are to
be spotlessly clean. Wet floor signs
are necessary and staff must be
reminded and frained on the use of
the wet floor sign.

Suppliers:

Hychem — hazel@hychem.co.za
Johnson Diversey —
buhle.simelane@johnsondiversey.com
Wetrok — andrea.bowker@wetrok.co.za
Numatic — carlo@numatic.co.za
Dynachem - rory@dynachem.co.za

Hygiene Disposals - chris@hyg.co.za
KPRG CleanQuip - kim@cleanquip.co.za
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Guest bedrooms

Cleaning chemicals

Current cleaning chemicals meet
demand.

Hotels do not display the MSDS
(materials safety data sheets), hotels
do not use correct bottles for
chemicals.

Hotels store chemicals incorrectly.

HK leave chemicals where guests can
have access to them (especially
children)

Hotels with on premise laundry must
contact chemical supplier partners to
ensure that the PH in their laundry is
correct.

Chemical and cleaning equipment
storerooms located in public areas
are not locked.

Audit to be conducted of cleaning
chemicals that will be needed over
the WC period and communicated
to suppliers — suppliers can advise of
average consumption over a é
month period which can assist HK to
determine chemical supplies
needed for occupancy. Lead times
must be taken intfo account as well
as delivery.

Storage of additional chemicals
and the safety thereof must be
remembered.

HK to ensure that MSDS (materials
safety data sheets) are displayed
and casual staff trained on the use
of chemicals.

Suppliers to ensure that all bottles
supplied have name of the
chemical displayed, contents and
first aid.

Suppliers to audit hotels and ensure
that where chemicals stored for
usage that a MSDS sheet is present.

As above

REMEMBER SAFE STORAGE

Paper products

Current paper products (toilet and
fissue paper) meet demand.

It must be noted rumour is that
Germany ran out of toilet paper
during the WC 2006

Audit fo be conducted needed
over the WC period and suppliers
can advise of average
consumption over a é month period
which can assist HK fo determine
paper product supplies needed for
occupancy. Lead time, delivery
storage remembered.

REMEMBER SAFE STORAGE

Supplier details:
Kimberly-Clark
Debbie Hassett
dhassett@kc.co.za
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Guest bedrooms

Religious
requirements

Hotels that usually have Muslim guests
are aware of religious requirement of
Muslim guests.

Hotels do not always have the
locations and times of church
services.

Staff are aware of prayer times and
rooms are serviced outside these
fimes.

Quran and pray mat should be
available correctly stored in a bag
and correct protocol followed when
handing to a guest.

As guest prays on the floor, carpets
to be spoftlessly clean.

Staff to be aware of room floor plan
and the easterly direction to advise
guests.

Sensitive to the type of room drop
given to a Muslim guest.

Muslim countries participating in
games to be communicated to
staff.

E.g. — Muslim countries Serbia /
minority Cote d’ Ivoire / minority
Honduras/ Algeria / minority Nigeria
/ minority Ghana / minority
Cameroon

Location and service times to be
available to guests — Brazil is a very
Catholic country.

Room attendant
safety

It is common knowledge that at fimes
especially once guests have alcohol
inside them they freat our room
attendants as their “property”. Some
hotels clean guest bedrooms behind
closed doors.

Housekeepers and Security to
address safety issue with room
attendants. Procedure to be visited
and process to be communicated
and followed by staff if they feel
threatened in any way.
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Guest bedrooms

Fire cupboards

Housekeeping staff like to use the fire
cupboards as storage areas.

Fire cupboards to be free of all
equipment other than fire safety
equipment. Training fo be visited
and staff and guest safety
communicated.

Security to do random checks.

Roll away beds /
spare beds / baby
cots

Condition of cots, spare beds and roll
away beds in some hotels are not of
a high standard.

Staff not trained on how to make a
baby cot.

Standard of roll away beds and spare
beds usually stained or not in a good
state of repair.

Audit conducted on roll away bed
mattress and spare beds. Cleaned
and repaired when necessary.

Staff to be frained on how to make
a baby cot - correct linen (cotton
only not poly cotton safety reasons)
to be ordered if necessary.

When spraying or UV mattress for
bed bugs spare mattress and roll
away beds to be remembered.

Baby cot mattress may not be
sprayed with a chemical only UV to
be used.

Room drops

Some hotels give guests gifts and
cards. Sometimes gifts given cannot
be fransported to guest's respective
homes due to weight, space, size.

Hotels to be sensitive to guest
luggage constrains when giving guess
room drops.

Identity truly South African gifts using
the craft markets to assist in creating
work for the less forfunate.

ltems to avoid:
Umbrellas

Glasses

Bottles of wine
Heavy/ large items

Know the international permitted
items that guests can carry with
them on an aircraft.
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Guest bedrooms

Match schedule

Match schedules has been finalised.

Communication placed inside guest
bedrooms or on check in — inside
guest key card of match schedules
and times.

TV & remotes

TV's and remotes are a source of
great frustration to housekeeping
staff.

Remotes do not work televisions out
of order.

Notify staff on which channel the
matches will be screened, a card
could be placed on their frolleys
with channel, games and times for
the day.

Place on check list for the day that
a match is played that the television
and remote must be checked and
channel set on the soccer channel
before switching off the television.
Spare remotes and batteries to be
available either at Housekeeping or
front desk.

Operating
Equipment

Bedroom turndown

Sometimes turndown grits are not
practical, one hotel mentioned that
they give their guest gold umbrellas
which the guests leave in the rooms
as they cannot take them with them
on the plane.

Obtain gifts that are both able to be
placed inside the guest luggage
and that do not take-up too much
space. Itis suggested that we take
advantage of people that have
small businesses and promote SA
art.

Guest wrapping

Guests purchase curios and then
hotels do not have the paper, bubble
wrap or tape to wrap this for the
guest.

Ensure that a sufficient supply this
supply is available to assist guests to
wrap their curios.
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Miscellaneous

Contact details of Embassy’s are not
always available.

Know the guests that will stay with
you and ensure that you have
contact details of all airlines and
embassy’s.

Staff do not know how to confirm a
flight or arrival/departure fime.

Have the contact details of ACSA or
their website available for the guest.
Show members how to make the
call and how to read an airline
ticket or e-ticket.

Flight information: +27 (0)86 727 7888
Website: http://www.acsa.co.za

Airline luggage
policy

Maijor airlines have changed their
baggage policy -hold and hand
luggage policy, guests will want to
take home curios e.g. giraffe however
they might not be able to place carry
as hand luggage and British Airways
for example will only allow one piece
of hold luggage and one piece of
hand luggage.

Investigate these polices and have
on hand for guests information
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