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Introduction

A set of curriculum support package of tourism and hospitality learning and teaching materials is being
developed by the Personal, Social and Humanities Education Section of Curriculum Development Institute,
Education Bureau for the implementation of the senior secondary Tourism and Hospitality Studies curriculum in
schools. The curriculum support package is comprised of eight manuals, and they are developed to broaden
students’ knowledge of the eight different units of the Tourism and Hospitality Studies curriculum.

The content of this manual - Introduction to Hospitality, should enhance students’ understanding of the dynamic
nature of the tourism and hospitality industry. In addition, the manual includes activities to deepen students’
understanding and help them to apply theories and concepts. Furthermore, students should be able to develop
enquiry, problem-solving and decision-making skills through these activities.

All comments and suggestions related to this curriculum support package may be sent to:

Chief Curriculum Development Officer (PSHE)
Personal, Social and Humanities Education
Curriculum Development Institute

Education Bureau

13/F, Room 1319, Wu Chung House
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1 Hospitality Industry
1.1 Introduction to Hospitality Industry
1.1.1 The Nature of the Hospitality Industry

What is the meaning of HOSPITALITY? There have been different definitions of
Hospitality. Broadly speaking, Hospitality is the act of kindness in welcoming and
looking after the basic needs of guests or strangers, mainly in relation to food, drink and
accommodation. A contemporary explanation of Hospitality refers to the relationship
process between a guest and a host. When we talk about the “Hospitality Industry”, we
are referring to the companies or organisations which provide food and/or drink and/or
accommodation to people who are away from home. However, this definition of the
“Hospitality Industry” only satisfies most situations. Can you think of any circumstances
where the phrase “away from home” would not be accurate?

Resort hotel
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ACTIVITY 1

In groups, consider the hospitality industry in Hong Kong. Discuss the different sectors
in the hospitality industry. (Hint: A sector of hospitality industry can be profit-making
or non-profit-making.) You may also give the names of some companies in the
hospitality industry. One example has been given in the table below. Work on the table
to see which group in your class comes up with the most appropriate examples.

"""""""""""""""" Hospitality indusiry in HongKong ™~ T
“Sector - Products/services - Example - Nameof
: " provided : - company/

- organisation

‘Foodand ~ Foodanddrink  :Fastfood  :McDonald’s
: Beverage : :

B e e T T T e |
R e Tt it |

ACTIVITY 2

Look at the table that your group has just completed and compare the answers with other
groups. Have you been to any of the above companies or organisations? What services
did you receive from them? Were you satisfied with the way you were treated by the
company or its staff? Did they understand what services you wanted? Did they provide
what you wanted quickly and accurately? Was the staff member friendly or rude? Based
on the discussion above, suggest five qualities or traits that a successful staff member in
the hospitality industry should possess. Do you or your group members possess any of
these qualities or traits?
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1.1.2 The Tangible and Intangible Nature of the Hospitality
Industry

In Activity 1, we learned about different types of products and services provided by the
hospitality industry. The physical products of hospitality, e.g. food and drink in a
restaurant or the actual hotel room, are products that are sold at a price to the guests or
customers (e.g. the price a guest paid for renting a hotel room, or the price a customer
paid for buying a meal in a restaurant). These are often regarded as the TANGIBLE
aspects of hospitality. However, our experience of the hospitality industry does not only
rely on the tangibles. Think about your experience of being a customer in a restaurant or
a guest in a hotel. What else, apart from the food in restaurants and the facilities in hotel
rooms, do you think can make your hospitality experience more enjoyable and satisfied?

A successful hospitality business does not only count on its products and services, but
also how they are delivered. The qualities of staff and the way they deliver the service are
often more important than the tangible products in making a hospitality experience
satisfactory or unsatisfactory. We call these the INTANGIBLE aspects of hospitality.
Can you think of any INTANGIBLE aspects of the hospitality industry?

1.1.3 Relationship between the Hospitality Industry and Tourism

As we have seen, the hospitality industry includes hotels and restaurants, as well as many
other types of organisations or institutions that offer food, drink, shelter and other related
services. These products and services are offered not only to people away from home, but
also to local guests. A manager in the hospitality industry, therefore, must keep in mind
the following three objectives:

1. Making the guests feel welcome personally

2. Making things work for the guests

3. Making sure that the operation will continue to provide service and meet its budget

Apart from local guests, can you think of any other guests who may need services and
products provided by the hospitality industry?
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ACTIVITY 3

Now work in pairs and follow the instructions below:

Tourist A — You are an 18-year-old student from Beijing. You visit Hong Kong for the
first time with your cousin who is also from Beijing this summer. As you are a student,
you travel on a budget and are planning to come to Hong Kong round trip by train. You
plan to stay in Hong Kong for 5 days/4 nights.

Tourist B — You are a businessman from Sweden. Your company is a car manufacturer.
You come to Hong Kong for an international automobile exhibition. You will fly to
Hong Kong and stay for two nights before you fly to Singapore for another business
meeting. You will stay in Singapore for two nights before going home.

In two minutes, write down as many as possible of the products and services you would
require from the different sectors of the tourism industry for your trip. Compare your
answers with those of your partner. Do you have different or similar answers? How many
of the points you jotted down are similar to those of your partner?

Fill in the following table:

A young student (Tourist A) A businesstraveller (Tourist B)

In Activity 3 we learned there are different kinds of tourists. Regardless of what type of
tourist they are, they all need shelter and food and drink — the basic hospitality services —
at ALL points of the tourism cycle, not just at the destination. This is why hospitality can
be referred to as one of the principal dimensions in tourism, along with transportation,
specialist shops and leisure activities.

Unlike tourism, hospitality, however, serves both tourist and non-tourist needs. To
enhance your understanding of the relationship between the hospitality and tourism
industry, complete Activity 4.
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ACTIVITY 4

The following diagram shows the relationship between the hospitality and tourism
industry. Can you think of more services with examples to add to the diagram?

Hospitality Industry Tourism Industry

Commercial
Accommaodation
Services

e.g. Hotels,

Guest Houses

Transportation services
e.g. Car Rental,
Airlines

I nstitutional/
Welfare Catering
e.g. Hospital
Catering

In Activity 4 we learned the hospitality industry is a part of a wider group of economic
activities called tourism. In addition, not all hospitality businesses are profit-making
business.

In this Unit, we have learned that there are two main business sectors in the hospitality

industry:

*  Accommodation — To provide accommodation (and usually food and drink) to
people who for whatever reason are away from home

*  Food and beverage — To provide food and beverage to local, commuting, transient
customers and tourists

These two sectors will be covered in more detail in Units 2 and 3 respectively.
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2 Accommodation Sector
2.1 Introduction to the Accommodation Sector
2.1.1 Classification of Accommodation Establishment

Guestroom

There is no generic rule for classifying accommodation establishments globally. One
method is to divide accommodation into two main groups:

e Non-commercial o Commercial

Accommodation I

I 1
Non-commercial I Commercial I

Private - |_ Hotels

e.g. Private Home

Non-profit
e.g. Shelter

Institutional
e.g. University

Figure 1: Accommodation structure
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The Hotel Proprietors Ordinance Chapter 158 provides a clear definition of a hotel:

Hotel means an establishment held out by the proprietor as offering sleeping
accommodation to any person presenting himself who appears able and willing to pay a
reasonable sum for the services and facilities provided and who is in a fit state to be
received.

As Hotel is the predominant type of commercial accommodation in Hong Kong, we,
therefore, will discuss in depth about how hotels can be classified.

Hotels can be classified by:
*  Location:
e.g. city centre hotels, suburban hotels, airport hotels and highway hotels/motels

*  Function:
e.g. commercial hotels and convention hotels

*  Market segment:
e.g. resorts, health spas, timeshares/vacation ownership and casino hotels

*  Distinctiveness of property:
e.g. all-suite hotels, boutique hotels, extended-stay hotels, historic conversions and
bed and breakfast inns

o Price and staff/room ratio

* Size:
e.g. under 150 rooms, 151-300 rooms, 301-600 rooms, more than 600 rooms

e  Rating (grading) :
e.g. one-star to five-star or one-diamond to five-diamond

In 2008, the Mobil Travel Guide used its own rating system to give awards to some
hotels in Hong Kong, Macau and Beijing. Below is an excerpt from the following
web link:

http://stars.mobilinternationalratings.com/stars

“Mobil Travel Guide, now in its 51st year as one of the oldest and most
respected inspection and ratings system in the world, is pleased to announce
its 2009 Four- and Five-Star Winners. Representing a landmark in the
company's history, 2009 is the first year that international cities have been
rated and received Star Awards, and the winners from Beijing, Hong Kong,
and Macau are included. In November, Hong Kong and Macau were awarded
with the most Mobil Five-Star rated hotels and spas for a given city in the
history of the company.”
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ACTIVITY 5
With the aid of the above web link, list the five-star hotels and spas in Hong Kong
as awarded by the Mobil Travel Guide in November 2008.

ACTIVITY 6

The Hong Kong Tourism Board (HKTB) has developed its own hotel classification
system. Look up the information from the PartnerNet website
(http://partnernet.hktb.com/pnweb/jsp/comm/index.jsp) and answer the following
questions:

a) How does HKTB define the hotels in Hong Kong?

b) Does HKTB make public the listing of hotels by category?

The following chart shows various types of accommodation used by travellers and their
respective characteristics:

Name(s) Characteristics

City centre |These hotels are located within the heart of a city. The type may vary

hotels greatly from business, suites, residential, economy, mid-scale to
luxury.

Local example:

Suburban  |Suburban hotels tend to be smaller properties which usually provide

hotels full-service, and locate in suburban area.

Local example:
Airport These hotels are designed especially to accommodate air travellers.
hotels They offer a mix of facilities and amenities. The majority offer guests

transportation to and from the airport.
Local example:

Highway They are designed for overnight stays for car travellers, often with very
hotels/M otels|basic facilities. The rooms usually have direct access to an open
parking lot. They are often smaller than most hotels. They are located
on the outskirts of towns and cities.

Local example:

Convention |These hotels can have 2000 rooms or more. In addition to

hotels accommodation, they provide extensive meeting and function space for
holding conventions. There are banquet areas within and around the
hotel complex. Most of them provide an in-house laundry, a business
centre, airport shuttle service, and 24-hour room service. They are
often in close proximity to convention centres and other convention
hotels.

Local example:
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Commercial |They are located in downtown areas. They tend to be smaller than
hotels convention hotels. Meeting and function space are smaller, and there
are fewer banquet areas.

Local example:

Resort hotels|These hotels are located in picturesque, sometimes remote settings.
Guests travel long distance to resorts. Usually, they tend to stay longer.
Resorts typically provide a comprehensive array of recreational
amenities, as well as a variety of food & beverage outlets ranging from
informal to fine-dining restaurants.

Local example:

Spahotels  |They are located in resort-type settings or as part of city spa hotels.
They provide accommodations, spa treatments, programs and cuisine.
Programs offered vary widely. They may include relaxation/stress
management, fitness, weight management, grief/life change and
pilates/yoga. Spas have professional staff that often include dieticians,
therapists, masseurs, exercise physiologists, and in some cases,
physicians.
Local example:

Timeshares |This is a type of shared ownership where a buyer purchases the right to
Vacation use the property for a portion of each year. In many cases, when the
ownership |timeshare is purchased, the buyer receives a deed. This indicates that
the buyer can use the property each year at the time specified for the
number of years based on the deed and the purchase can be handed
down to the buyer’s heirs.

Local example:

Casino hotels|They have gambling operations which are the major revenue centres.
They also provide live entertainment. A wide variety of luxury
amenities, hotel services including fine and casual dining and shopping
centres are typically available on site.

Local example:

All-suite The guest rooms in these hotels are larger than normal hotel rooms,
hotels with separate areas for working, sleeping and relaxing. A living area or
parlour is typically separated from the bedroom, and some properties
offer a kitchen set-up in the rooms. The amenities and services can
vary widely. They can be found in various locations such as urban,
suburban, or residential.

Local example:
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Boutique Boutique hotels differentiate themselves from traditional hotels and

hotels motels by providing personalized accommodation and
services/facilities. They are sometimes known as "design hotels" or
"lifestyle hotels". The price varies greatly. They are very different in
their “look and feel” from traditional lodging properties. They are more
intimate, and, perhaps, more luxurious, and stand out as an individual.
The amenities vary greatly depending on what the hotel’s environment
and theme chosen. For example, a boutique hotel may not offer Wi-Fi
Internet, air conditioning, or cable/pay TV if it is focus on comfort and
solitude.

Local example:

Extended- |These properties cater to guests who stay for an extended period. They

stay hotels |usually offer full kitchen facilities, shopping services, business services

Serviced and limited housekeeping services.

Apartments |Local example:

Historic These properties have historic significance. They have been converted

conversion [into lodging establishments with retention of their historic character.

hotels Local example:

Bed and They are usually family-owned. They are private homes whose owner

breakfast lives on or near the premises and rents out rooms to overnight guests.

inns (B& Bs) |The paid accommodation typically includes breakfast. A popular term
is “B&Bs” (i.e. bed and breakfast provided). The host often provides
guests with assistance regarding directions, and information regarding
the local area including sightseeing suggestions. It is usually located in
rural areas and villages.
Local example:

Guest houses|Guest houses are similar to bed and breakfast inns. They range from
low-budget rooms to luxury apartments. They tend to be like small
hotels in bigger cities. Though the facilities are limited, most rooms are
air-conditioned with en-suite shower and toilet.

Local example:

Hostels They are very cheap accommodation. The sleeping arrangements are
usually in dormitory style and there may also be self-catering facilities
on site.

Local example:

Cabins They are bedrooms on a ship or train for passengers.
Local example:

Villas/Chalet [They are self-catering accommodation in a private bungalow, usually

s (usually rented to prestigious or renowned guests. In many cases, it refers to a

found in small cottage with an overhanging roof in a seaside resort, e.g. beach

skiilngand  |houses.

beach Local example:

resorts)

10
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ACTIVITY 7
Based on the characteristics of various types of accommodation listed above, browse
the website and fill in a local example.

In Activity 7 we learned that a hotel may fall under more than one classification. For
example, The Landmark Mandarin Oriental, Hong Kong is a luxury city centre and spa
hotel. In addition, different types of hotel will offer different kinds of products and
services for their guests and will be run differently to meet their guests’ needs. A luxury
hotel may provide more personalised services and facilities that may not appear in a
limited-service hotel. Examples include high-speed broadband Internet access, LCD
televisions, DVD/CD home entertainment sound systems, 24-hour butler service and
in-room dining, and 24-hour concierge and business services.

11
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2.2 Introduction to the Hotel Operations

Hotel fithess centre

2.2.1 Hotel Ownership

Another way to classify hotels is by their ownership, which can be:

Private
An independent hotel owned by a person/partnership/private company
e.g. Shamrock Hotel

Local group

Several hotels owned by a local company

e.g. Harbour Grand Hong Kong, The Kowloon Hotel, Harbour Plaza Hong Kong,
Harbour Plaza Metropolis, Harbour Plaza North Point and Harbour Plaza Resort
City are all owned by Harbour Plaza Hotels & Resorts

International group

A hotel which is part of an international chain of hotels
e.g. JW Marriott Hotel Hong Kong is part of the Marriott International, Inc.

12
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Hotel management
Hotels can be operated in one of the following ways:

* Independently owned and operated
These can be independent hotels, with no affiliation, that are being managed by the
owners of the properties.

*  Management contract
Management contracts are hotel management companies which operate properties
owned by other entities. In some cases, the hotel owners may arrange to run their
properties through a management contract with a company that specialises in
managing hotels. The reason for this is that the owner may not:
- Have the necessary expertise
- Desire to become involved in the operation of the hotel

Benefits for the hotel management company:

- Little or no up-front financing or equity involved

- Manage the property for the contract period such as five, ten or twenty years
- Receive a management fee during the contract period

* Franchising

Some investors prefer to use the franchising concept in running the hotel.

Franchising in the hospitality industry is a concept that:

- Allows interested investors to use a company’s (the franchisor) name and
business format

- Is made up of properties where the franchisees agree to run the hotel in
accordance with the strict guidelines set by the franchisor

- Allows a company to expand more rapidly by using others’ capital

Benefits for the franchisee:

- Obtain from the franchisor the expertise in doing business such as site selection,
planning, pre-opening training, operations manuals, information management,
central reservation system, field support, quality control, purchasing, advertising,
marketing, new products and concepts

- The franchisee has complete control and responsibility over the daily operation
of the property

In return, the franchisor receives a joining fee and an ongoing fee from the
franchisee.

13
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* Referrals

Referral associations, e.g. Leading Hotels of the World (LHW), offer to hotels
similar benefits as franchising, but at a lower cost. Some hotels choose to become a
referral property. This means that the property is being operated as an independent
hotel in association with a certain chain. These hotels refer guests to one another’s
properties and share a centralised reservation system, a common logo, image, or
advertising slogan. Hotels pay an initial fee to join a referral association and further
fees are based on services required. As the property has already been physically
developed, the owner may want assistance only with marketing, advertising,
management, or reservation referral. In addition, guests may find more variation
among the referral properties as size and appearance standards are less stringent
than those in a franchise agreement. However, every hotel is assessed and checked
regularly to ensure that it maintains the highest standards.

ACTIVITY 8
| State two drawbacks for a franchisee joining a franchise company. |

ACTIVITY 9
Browse the website and find out two international hotel chains that provide
management contract and franchising services to the hotel owners.

14
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2.2.2 The Functions and Departments of a Hotel

The day-to-day operations of a hotel are the key factors determining the success or
failure of its service. It is necessary to understand the structure of hotels in order to get an
overview of how the organisation fits together.

General Manager

Resident Manager

Rooms Engineering Security Human Food & Sales & Accounts
Division Resources Beverage Marketing

Figure 2: Major departments of a five-star hotel

Regardless of the size of a hotel, the organisational structure will be basically the same. It
is usually divided into several distinct departments, each responsible for a particular area
of work. The larger the hotel is and the more facilities it offered, the more specialised the
departments become. For example, the front office and housekeeping department are
under the control of the director of rooms.

The duties of key executives

1. General Manager

The main responsibilities of the general manager (GM) include:

*  Providing leadership to the management team

*  Coordinating the work of all departments

*  Participating in the formulation of hotel policies and strategies

*  Leading the hotel staff in meeting the financial, environmental and community
responsibilities

*  Assuming full responsibilities for the overall performance of the hotel

2. Resident Manager

The main responsibilities of the resident manager include:

*  Holding a major responsibility in developing and executing plans developed by the
owner(s), the general manager and other members of the management team

*  Checking on operations, providing feedback and offering assistance when needed

*  Completing, reviewing and summarizing statistical reports and sharing them with
the general manager

*  Assuming responsibilities for the daily operations and management of the hotel

15
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Functions of major hotel departments

1. Engineering

The engineering department is responsible for maintaining the physical plant of the hotel
such as electricity, plumbing, air conditioning, heating and elevator systems; and for
overseeing all mechanical and technical conditions of the hotel.

2. Security

Security is an important concern in every hotel. The security department is responsible
for implementing procedures which aim at protecting the safety and security of hotel
guests, visitors, hotel employees and the hotel itself. Examples include monitoring
surveillance equipments, patrolling the hotel premises and maintaining security alarm
systems.

3. Human Resources

The human resources (personnel and training) department is responsible for hiring,
orientation, training, wages and benefit administration, labour relations, employee
relations, and staff development.

4. Food and Beverage

The food and beverage (F&B) department provides food and beverage services to the
hotel guests and visitors through a variety of outlets and facilities/services. Examples
include lounge, bar, coffee shop, restaurants, banquet service, room service (also called
in-room dining) and cake shop.

5. Salesand Marketing

The main functions of the sales and marketing department involve generating new
businesses for the hotel, coordinating advertising, as well as sales promotions and public
relations activities aiming at enhancing the hotel’s image.

6. Accounts

The accounts department is headed by the financial controller who, as a key member of
the management team, can guide the hotel to an increasing profitability through better
control and asset management. In addition, this department is responsible for monitoring
all of the financial activities of a hotel. Examples include overseeing accounts receivable,
accounts payable, payroll, and cost control systems of the hotel; keeping records of assets,
liabilities and financial transaction of the hotel; preparing the monthly profit-and-loss
statement, coordinating with purchasing department and information technology
department, and handling guests’ inquiries about billing.

The functions of Rooms Division will be covered in detail in Unit 2.2.3.

ACTIVITY 10
Browse the website and find a five-star hotel in Hong Kong/Macau that has a video
in English and Chinese promoting its services and facilities to the guests.

16
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2.2.3 Introduction to the Rooms Division

Rooms Division I

Front Office Department Housekeeping Department

Figure 3: Organisation of the rooms division

The main source of income for most hotels comes from the rooms division and the food
and beverage department. In general, the rooms division comprises two major
departments, the front office and housekeeping, which are involved in the sales or
services of rooms to guests.

The director of rooms is responsible to the general manager for the effective leadership
and smooth operation of all departments that make up the rooms division.

o

e o

p—ry b !._'I T

ﬂﬂt_:
Gl
0

g8l

= i
Front desk counter

2.2.4 Front Office Operations

The front office is the nerve centre or hub of a hotel. It is the department that makes the
first and last impression on the guests, and the place that guests approach for information
and service throughout their stays.

17
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Front desk clerk

The three main functions of the front office are as follows:
1. Selling rooms

2. Maintaining balanced guest accounts

3. Providing services and information to guests

2.2.4.1Guest Cycle

The operation of the front office department is mainly determined by the type and
number of guest transactions which take place during the four different phases of the
guest cycle as shown in Figure 4 and listed below:
*  Pre-arrival
The stage where the guest makes room reservation.
*  Arrival
The point when the guest arrives at the hotel.
*  Occupancy
The period during which the guest stays in the hotel.
*  Departure
The point when the guest checks out and leaves the hotel.
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Figure4: Theguest cycle
Complete Activity 11 to enhance your understanding of the various types of transactions

and services which may occur between the guest and the hotel during different phases of
the guest cycle.
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ACTIVITY 11

Determine at which stage(s) of the guest cycle the following guest transaction or
service could occur.
a) Fill in the Answer column below with the correct alphabet (A-D) which
denotes the four different stages of the guest cycle.
A — Pre-arrival B — Arrival

C — Occupancy D — Departure

The first one has been done as an example for you.

No. Guest Transaction or Service Answer ()
1 Reservation A
2. Mail and information

3. Transportation

4, Telephone call and message

5. Check-in and registration

6. Flight confirmation

7. Room assignment

8. Safe deposit

9. Issuing of key

10. Baggage handling

11. Maintaining guest account

12. Bill settlement

13. Issuing of breakfast coupon

14. Currency exchange

15. Wake-up call

16. Check-out

17. Booking of theatre ticket
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b) When you complete studying this section - 2.2.4 Front Office Operations, try
this activity again by filling in your answers using the guest cycle provided
below.

Reservations

Reservations

@m% Office

Pre-Arrival

In Activity 11, we have learned that different types of guest transactions and services
could occur in the four different phases of the guest cycle which are being handled
mainly by the front office department. The following will explain how different sections
of the front office department are being organised to handle these guest transactions.
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2.2.4.2 Front Office Department

Front Office Managerl
|
Assistant Front Office
Manager
1
Assistant Telephone Reservations | Front Desk Chief Executive
Manager Services Manager Manager Manager Concierge Floor Manager
| ] | | r 1 . |
Guest Telephone || Reservations | Front Desk Baggage Senior Airport Executive
Relations Supervisor Supervisor Supervisor Supervisor Representative| | Floor/Business
Centre
Telephone Front Desk Baggage

Operator

Reservations I
Clerk

Clerk

Porter

Airport
Representative

Parking

Attendant/Driver

Door
Attendant

Figure 5 Front office organisation chart of a large hotel

Figure 5 shows an organizational chart for a front office. This illustrates the structure and
lines of communication which operate within the front office.
The front office department is headed by the front office manager (FOM) whose main
duty is to enhance guest services by constantly developing services to meet guests’

needs.

The FOM performs the following duties:
*  Monitoring reservation status
*  Looking over market mix and preparing occupancy forecasts
*  Determining rate structures and supervising implementation of rate policies
*  Reviewing previous night’s occupancy and average room rate

*  Reviewing arrivals and departures for the day and the next day
*  Making staffing adjustments needed for arrivals and departures
*  Reviewing the VIP list, checking VIP rooms, meeting VIPs and entertaining them
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(1) Telephone

The telephone department is headed by the telephone services manager. The telephone

supervisor and telephone operator process all incoming and outgoing calls through the

hotel switchboard. Staff in this department generally possesses good language and

communication skills. The members need to:

*  Provide general information regarding the hotel or local attractions to guests over
the telephone

*  Place international calls, morning calls and wake-up calls as required by guests

*  Administer the paging system of the hotel, which provides a communication service
between certain hotel staff and management staff who are not always in their offices

*  Administer the in-room movie system of the hotel

e Stay familiar with the names of Very Important Persons (VIPs) in the hotel

*  Protect guest privacy by not disclosing room number, guest information and
reporting suspicious person

*  Communicate weather emergency to management, engineering, security and guests

e Perform the role of communications centre in the event of emergency

In order to provide better service, some hotels have introduced the “one-stop service”
with all guest requests being carried out through the telephone department. For example,
if a guest called in and wanted to place a booking with the coffee shop, the line would be
transferred by the telephone operator to the coffee shop in the past. With the “one stop
service”, the telephone operator will take the booking for the guest. This can speed up the
booking process and leave the guest a better impression.

(2) Reservations

The reservations manager takes charge of this section and makes decisions on whether
room reservations/bookings should be accepted when the hotel is fully booked. That is,
to stop taking room reservations or to allow overbooking of rooms.

The reservations supervisor will monitor closely all the room reservations taken and
report to the reservations manager when abnormal situations happen. For example, there
is a larger number of room cancellations than usual.

The reservations clerk will:

*  Handle reservation request and prepare reservation confirmation slips

*  Request guests to confirm or guarantee their room reservations

*  Keep records of the details of each reservation and the number of room reservation
taken for each night

*  Provide the front desk with details of room reservation due to arrive the next day

*  Prepare VIP lists

*  Update guest history records

Reservations may originate from different sources:

*  Direct reservation via telephone, fax, letter, e-mail or Internet

*  Reservation network systems such as Leading Hotels of the World (LHW)
*  Travel agents

*  Tour operators

*  Meeting planners

*  Walk-in
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When a reservation request is accepted, the details of the room reservation such as guest
name(s), staying period, room type and rate, method of payment, guest contact
information and special requests will be recorded on a reservation form, as shown in
figure 6, and in the computer.

It is common practice for hotels to overbook during peak season in order to ensure full
occupancy as some guests are likely not to show up. Overbooking refers to a situation
when the hotel takes more reservations than the number of its rooms to accommodate.
Therefore, reservations clerk will request guests to guarantee their booking during peak
season.

For guaranteed reservation, hotel will hold the room for the guest overnight or during the
guaranteed period as the guest has prepaid for the room and no refund will be given if the
guest does not show up.

By contrast, a non-guaranteed reservation means that the hotel will hold the room until a

stated cancellation time, normally up to 6 p.m. on the arrival date and then release the
room for sale if the guest does not arrive.
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RESERVATION FORM

Title Surname First Name Second Name
Arrival Date: Departure Date:
Flight/Time: Flight/Time:

No. of Persons:

No. of Rooms/Room Type:

Room Rate:

[] [] []

Corporate Travel Agent Airline
Discount  Discount Discount

[]

Courtesy

[]

Package

Discount

Transportation Required:

[] []

Airport to Hotel

[]

Hotel to Airport Round Trip

Billing Instruction:

[] [] []

Guest A/C Room on

Company

All Expenses on Company

[]

Other:

Guaranteed By:

[]

Company
letter/fax/e-mail

[]

Fax

D Credit Card No.:

[]

Deposit

Expiry Date:

Company Name:

Telephone/Fax no.:

E-mail Address:

Reserved by:

Confirmation: Yes/No

Remarks:

Approved by:

Taken by:

Date:

Figure6:

Reservation form
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(3) Concierge
The concierge comprises of a large group of uniformed staff, including:

Chief Concierge
Airport Representative
Driver

Parking Attendant
Door Attendant
Baggage Porter
Baggage Supervisor

The chief concierge is the overall in charge of this section. He/she normally works at a
desk in the main foyer. The following guest services are provided by the concierge:

Providing information/advice on hotel products/services, entertainment, attractions,
sightseeing tours and local restaurants

Confirming airline passages and purchasing airline tickets

Reserving tables at restaurants and tickets to shows

Arranging the hire of hotel limousine and other transportation service such as a
private jet

Handling guest requests and inquiries, e.g. shopping request and an inquiry
concerning the direction to a local bank

Airport Representative
Duties include:

Greeting hotel guests at the airport

Arranging hotel transportation for guests from the airport to the hotel

Answering inquiries from guests about the different means of transportation
available from the airport to the hotel such as airport express train, airport shuttle
and bus

Taking hotel room bookings

Assisting departing guests at the airport

Liaising with airlines for special arrangements such as wheelchair for guests and the
handling of guest baggage lost by the airlines

Driver
Duties include:

Taking guests to and from the airport
Acting as personal driver for guest upon request such as taking guest to his office or
for sightseeing tour

Parking Attendant
Duties include:

Parking cars for guests patronising the hotel
Assisting the door attendant in ensuring that traffic at the main entrance is smooth
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Door Attendant
Duties include:

Greeting all new arrivals

Providing door service to guests

Summoning baggage porter to assist arriving guests

Calling taxis and providing the hotel address card for guests

Paying taxi fare on behalf of the hotel guests who do not have local currencies
Directing traffic and parking of vehicles at the main entrance

In general, the door attendant works outside the hotel’s entrance.

‘H" I
E
z EmA

Baggage Porter (Bell Attendant)
Duties include:

Handling guest baggage in and out of the hotel

Escorting check-in guests from the front desk to their rooms and introducing facilities
in the room

Running errands for the executive office and hotel guests such as going to the post
office buying stamps/sending parcels, doing grocery shopping and obtaining visa to
China for guests

Delivering to guest room newspapers, mail, fax, message and parcel, etc

Handling storage of guest baggage/belongings for late check-out, next arrival or
outsiders to pick up

Baggage Supervisor (Bell Captain)
Duties include:

Answering telephone calls from guests regarding luggage pick up from room
Assigning baggage porter to handle the guest baggage

Receiving guest article, such as a tailor-made shirt from outsider, and assigning a
baggage porter to deliver it to the guest room

Handling guest requests for postal services such as collecting the postage fee of
sending a parcel from the guest
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(4) Front Desk (Reception)

The front desk is headed by the front desk manager whose main duty is to ensure that
the hotel achieves the highest possible level of room occupancy and the maximum
revenue.

Front Desk Supervisor (Reception Supervisor)

Duties include:

*  Overseeing the smooth running of the front desk

*  Compiling duty roster

*  QGreeting important guests (VIPs)

*  Assigning rooms to guests

*  Dealing with group arrivals

*  Handling guest requests such as room change and complaints not being able to be
handled by subordinates

Front Desk Clerk (Receptionist)

Duties include:

*  Greeting the guest

*  Providing information and promoting hotel facilities and services to guests
*  Checking in the guest

*  Maintaining guest account

*  Checking out the guest

*  Administering the safe deposit system of the hotel

*  Providing foreign currency exchange service to guest

Registration (Check-in)

The purposes of registration include the following:
*  Recording the arrival of guest

*  Confirming the personal details of guest

e Satisfying legal requirements

Stages of registration

*  Preparing for guest arrival such as check for arrivals with special requests

*  Greeting the guest

*  Determining the room rate and assigning room

*  Assisting guest to complete the registration form

*  Checking guest’s method of payment

*  Handing over mail, message, article received before guest arrival and breakfast coupon
(if applicable) to guest

e Issuing room key to guest

*  Escorting guest to the room and introducing room facilities as required by individual
hotel

Figure 7 shows the sample of a completed registration form. During the process of
registration, the front desk clerk will request to see the guest’s identity card or passport to
check if the guest is an alien, for verification purpose. When all formalities are completed,
the front desk clerk will issue the room key to the guest. The baggage porter will then
take the guest’s baggage and escort the guest to the guest room.
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Guests who arrive at the hotel without having made a reservation are known as walk-ins.
It is common practice for hotel staff to obtain from the guest a substantial deposit or
credit card imprint before checking the guest into the hotel.

ACTIVITY 12

Mr Christie, a walk-in guest, will stay in your hotel for one night only and will be
fully responsible for all charges incurred. As a front desk clerk, how would you
explain to the guest that you have to collect one night room rate (HK$2,000.00) +
10% service charge + prevailing government room tax (e.g. 3%) + an extra HK$
1,000.00 for hotel signing privileges from him as the deposit for check-in?
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Registration Form

Welcome to Parkside Hotel

Guest Name: Mr. Brent David Room 1718
Ritchie Number :
Address: 8200 River Road Date of Birth: 11 Oct 77
Richmond BC
Canada Nationality: Canadian
V6X 3P8
Tel/Fax No.: Passport No.: | JP089556
E-mail Address: britchie201@yahoo. | Next
Canada
com Destination:
Occupation: Engineer Arrival Date: 12 Sep 07
Flight/Time: CX839/20:55
Company Name: Departure
pany P 14 Sep 07
Date:
CX838/16:35
Flight/Time:
Room Type: Deluxe Suite No. of Nights: | 2
Room Rate: $2300 (HKD) No. of Guests: | 1/0
Room rate is subject to 10% (AdU|t/Chl|d)
Service Charge & 3%
Government Tax
Payment |:| VISA |:| MASTER |:| AMEX |:| JCB |:| DINERS
Method:
|:| CUP Z CASH |:| OTHERS:

Guest Signature:

Brent D. Ritchie

| understand that the guest signature on the registration form is authorized for use of the credit card on the file for payment of

my account for this and future stays. | agree that my liability for this bill is not waived, and agree to be held personally liable in

the event that the indicated person, company, or other third party billed fails to pay part or all of these charges.

Express Check Out Service:

for all expenses pertaining to my stay.

| hereby authorize Parkside Hotel to charge my credit card

Signature of Credit Card Holder:

*Express

available

check out is

for credit card

paying guest.

| understand that Parkside Hotel is not responsible for money, jewels or other valuables that have been misplaced, stolen or

left in the guest rooms, meeting rooms, public areas, and family and/or hotel vehicles. Safe deposit boxes are available at the

Front Desk.

Figure 7 A completed registration form
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ACTIVITY 13

Role play

In groups of 2, one student will act as a front desk clerk helping a guest, i.e. another
student, to check-in. Answer the following questions asked by the check-in guest:
Question 1: Is it possible for me to check-out two hours later than the hotel’s
standard check-out time with no additional charge?

Question 2: Is there any show or concert that you could recommend to me?
Question 3: Where could I find foreign currency exchange service?

Question 4: Where would you recommend me to go for delicious Chinese cuisine?

During the guest’s stay, all transactions will be posted to the guest’s account/folio/bill.
When checking out a departing guest, the front desk clerk should follow the following
procedures:

1.

9]

Check the name of guest and the room number against the guest’s account.

Check the departure date. If the guest leaves earlier than expected, other
departments will need to be informed.

Check whether late check-out charges should be applied. This would occur if a
non-frequent guest leaves after the hotel’s stated check-out time such as 12 noon;
the relevant late check-out charge will have to be added to the guest account. In
general, hotels will charge guests an extra 50% of the standard room rate if the guest
leaves before 6p.m. and an extra 100% of the standard room rate if the guest leaves
after 6p.m.

Check for late charges such as mini-bar or laundry charges.

Produce guest folio(s) for guest inspection and master folio(s) for tour escort’s
inspection. Master account/ folio/ bill is the main account on which all charges to a
company or travel agent have been recorded. For example, the master folio shows
that the company or travel agent is only responsible for the room and breakfast
charges. All other incidental charges are the guest’s own responsibility which could
be found in the incidental account.

Check the guest’s method of payment and help the guest to settle the account.
Provide front office services such as handing over to guests any last minute message,
fax, mail or parcel, helping guest to empty the safe deposit box opened at the front
desk during their stays and offering the assistance of the baggage porter to collect
the baggage.

Check if the guest would like to make a future room reservation or an onward
reservation in another hotel within the chain.

Update the front office record to ensure that other departments can accurately know
the guest and room status.
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ACTIVITY 14

As a front desk clerk, you have been informed by Mr Schneider, a regular guest on
own account, who receives daily newspaper and fruit basket that he has decided to
leave now; one day earlier than expected. Fill in the reason(s) column below
showing why the following departments need to be informed. The last one has been
done for you as an example.

Department(s) Reason(s)

Housekeeping

Concierge

Room Service (In-room |  Stop delivering fruit basket the next day
Dining)

(5) The Assistant Manager and the Guest Relations Officer also serve the guests from a
separate desk located in the lobby of the hotel.

Assistant Manager

The Assistant Manager represents the management in handling the daily operations of the
hotel and could directly report to the General Manager in some hotels. Duties include:

*  Welcoming VIPs upon check-in

*  Conducting guest relations role

*  Handling efficiently all inquiries and complaints of guests

*  Ensuring the smooth functioning of all departments in the hotel

Guest Relations Officer

The Guest Relations Officer reports to the Assistant Manager. Duties include:

*  Qreeting all arriving individual guests, especially those under commercial accounts
*  Providing local information for guests

*  Promoting in-house functions, facilities and services

*  Assisting front desk staff when they are busy and assisting guest to check out
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(6) The executive floor manager oversees the smooth operation of the executive floors
and business centre.

The Executive Floor

Business travellers who require an environment conducive to business and privacy will

choose to experience enhanced services in the executive floor for an additional fee. The

executive floor(s) is usually the top floor(s) of a hotel. Guests of the executive floor will

enjoy a range of complimentary exclusive privileges and benefits which vary from one

hotel to another. Examples are as follows:

*  Express check-in and check-out services on the executive floor

* Complimentary breakfast buffet, afternoon tea, cocktails, evening hors d’oeuvres
and all-day refreshments in the executive floor’s lounge

*  Complimentary in-room local calls and high-speed Internet access

*  Garment ironing service

*  Complimentary use of the hotel’s fitness centre, swimming pool and private use of
the boardroom for one-hour per stay

*  Personalised business and concierge services such as flight confirmation and hotel
limousine arrangement

Business Centre

Many hotels provide a business centre to both their business and leisure guests. The
range of services and facilities provided may include business equipments, presentation
supplies, computers, meeting and function space with wired or wireless Internet access,
secretarial and translation services. Economy properties typically offer limited business
services with self-serve options.

Relationship between front office department and other departmentsin
a hotel

The front office is the centre of guest transactions in a hotel and so often acts as the
centre for collection and distribution of guest information. Such information may help
other departments providing the best service to guests throughout the different stages of
the guest cycle.

Housekeeping Department

The housekeeping department requires the following information from the front desk:

*  Check-in, occupied and check-out rooms in order to organise room cleaning

*  Special requests from guests, such as baby cot or extra blanket, etc., so that extra
amenities and services can be provided to guests

In return, the housekeeping department will provide the actual room status to the front
desk for comparison with the computer record which ensures that the front desk has the
correct room status. Any discrepancy found will be double checked by the Assistant
Manager.

Engineering

The engineering department is responsible for maintaining properly the hotel facilities
under the care of the front office department such as the proper of functioning of the
guest lift.
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Security

The front office needs to provide guest information to the security department in the
event of emergency; such as fire alarm, power failure and so on. When guest reports loss
of property to the front office, security department will be informed to handle the case
together with front office’s assistant manager.

Human Resour ces
The human resources department provides staff training and recruitment service to the
front office. It also sets up the staff grooming and discipline standard for staff to follow.

Food and Bever age Department

The front desk will provide the food and beverage department with a guestroom special
amenities request form. The food & beverage department then arranges for item such as
welcome fruit basket with fruits, chocolates and wine to be put in the guestroom. For
groups, the food & beverage department will need the front desk to provide information
on meal arrangements so as to reserve seats in the outlets or conference rooms for guests’
meals.

Sales and Marketing Department

The sales and marketing department needs to work closely with the front desk and
reservations department for reservations of groups, tours and corporate bookings. The
front desk will provide to the sales and marketing department an updated rooming list,
see example on page 35, with guest room number upon the arrival of tours or groups.

Accounts Department

Information concerning advance deposits received by the reservations department and
payments received by the front desk must be recorded and passed to the accounts
department which is responsible for monitoring guest accounts, checking credit limits
and seeking settlements of guest accounts. Accounts department is responsible for
compiling a list of credit-approved companies, which is needed by reservations and front
desk when receiving bookings.
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(May 1-12, 2009)

Guest Name Title Nationality | Passport No. | Period of Stay Preference Room Type Egom
Liaison Non- Standard
Ms Wong Mei Bo Chinese G45889246 May 1 - May 12 | Smoking 804
Officer Room
Room
Mr Chen Wei Kit | » 1€ Chinese G27205533 | May 1 - May 10 | Smoking Harbour Suite | 1811
President Room
. . Non-
. Financial . .
Mr Peter Gibbs Australian E2007201 May 1 - May 5 Smoking Deluxe Room | 1501
Controller
Room
Tradin Non-
Ms Patricia Sand & Australian E6572458 May 4 - May 12 | Smoking Deluxe Room | 1503
Manager
Room
Mr Bill Lewis Project American | 107225422 May 4 - May 12 | Smoking Deluxe Room | 1410
Manager Room
Ms Devon Morton Marketing Australian E4470237 May 5 - May 10 Non-Smoking Deluxe Room | 1504
Manager Room
Marketin, Non-
Mr Dan Morris € | Australian E4589632 May 5 - May 10 | Smoking Deluxe Room | 1505
Manager
Room
Treasu Non-
Mr Anthony Beer Y American 197520409 May 5 - May 9 Smoking Deluxe Room | 1506
Manager
Room
Sales Non-
Mr Tey Wing Fatt Singaporean | S7127001H May 5 - May 8 Smoking Deluxe Room | 1507
Manager
Room
Sales Non-
Ms Yetty Thomson Australian E2477082 May 5 - May 8 Smoking Deluxe Room | 1508
Manager
Room
Technical Non- Superior
Mr Jason Herrick Support Australian E7142355 May 5 - May 8 Smoking P 1112
Room
Manager Room
Technical Non- Superior
Ms Jill Steward Support Australian E7568933 May 5 - May 8 Smoking P 1113
Room
Manager Room

Figure8: Rooming list
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2.2.4.3 Types of Hotel Guest

Hotel guests can be classified according to their:

*  Trip purpose — pleasure or business travellers
*  Numbers — independent or group travellers

*  Origin — local or overseas travellers

Pleasuretravellers
They are individuals who travel to engage in leisure activities, outdoor recreation,
relaxation, visiting friends and relatives or attending sports or cultural events.

Corporate businesstravellers

They are individuals whose frequent bookings are usually made by companies with
reduced room rates. Business travellers travel to conduct business, attend business
meetings or workshops, and engage in selling or purchasing products.

Freeindependent travellers (FITs)

They are sometimes referred to as "foreign independent travellers". FITs are international
tourists who purchase their own accommodation and make their own travel
arrangements.

Group inclusivetours (GITs)

Tourists who travel together on package tours with accommodation and sometimes meals
which are booked through travel agencies. Group tourists tend to spend less and budget
their spending allowance.

Domestic tourists
They are local residents who stay at a hotel for special occasions and functions.

Conference participants

Individuals who travel to attend conference and whose accommodation is usually
reserved by himself/herself, his/her company or a conference organiser before their
arrival.

Very important persons (VIPS)
Very important persons may include celebrities, frequent-stay guests, guests in expensive
rooms, guests with security risks and top executives from companies.

I ncognito

They are guests who stay in a hotel with concealing identities so as to avoid notice and
formal attention.
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2.2.4.4The Accommodation Product

Accommodation is one of the largest sources of revenue for the operation of a hotel. It is
the main product provided by a hotel.

A guest who books accommodation receives more than just a room with a bed. It
includes the facilities and services provided by the hotel staff. Since guests in general
cannot examine the hotel product before purchase, front office staff must have a clear
understanding of the accommodation product and describe it accurately and clearly to the
guest. Examples include:

*  Room rates

*  Size of beds

*  Frequent-guest programme

e Other services provided to the guest

Room rates

Front desk personnel need to know how the room rates are derived. The following
criteria will influence the room rate charged to the guests:

*  Type, size, décor and location of room

*  Meal plan

*  Season and seasonal events

*  Kind of guest

*  Length of stay and day of the week

The room rate categories have variations in all hotels. Many hotels offer a number of
different room rates to attract different guests who will provide repeat business and help
ensure full occupancy. Examples of different room rates are as follows:

Rack rate
The standard rate charged for the room only.

Corporaterate

Room rate offered to executive personnel who are regular guests or employees of a
corporation that has a contract rate with the hotel which reflects all businesses from that
corporation.

Commercial rate
Room rate offered to executive personnel of a company who have infrequent visit.

Airlinerate
The rate agreed between an individual airline and the hotel as determined by the volume
of business the hotel obtains from the airline.

Group rate
Room rate given to bookings for a large group of people made through a travel agency or
professional organisation.

Children’srate
Each hotel has a specific age limit for the child to stay with their parents in the same
room free of charge or at a nominal rate.
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Packagerate
Room rate, which includes goods and services and the rental of a room, is developed by
the hotel to attract guests in during low sales periods.

American Plan (AP)
Room rate that includes room and three meals.

Modified American Plan (MAP)
Room rate that includes room and two meals; usually breakfast and dinner.

European Plan (EP)
Room rate that includes room only.

Complimentary rate (Comp)

Guest is assessed no charge for staying in a hotel. The management of the hotel may
grant comp rooms for guests who are tour directors, local dignitaries, executives from the
hotel’s head office and so on.

Hotel brochuresand tariffs

Hotel brochures and tariffs are sales and marketing tools used by the hotel to provide
information on the room rate (rack rate) charged and the facilities and services provided
to the guests. In general, the brochures contain pictures of guestrooms, restaurant outlets
and other facilities. Tariffs are usually printed separately as an insert, as the price may
change every season or year.

Types of room and bed

A hotel has different types of guestroom and bed for the guests to choose from. Hotel
staff should explain these clearly to customers, as they may not be familiar with the hotel
terminology.

Types of bed Sizes, eg.
Twin 39”x 757
Double 54”7 x 757
Queen 60” x 80”
King 78 x 80”

Figure9: Typesand sizesof bed
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Types of room

Explanations

Single A room that sleeps only one person and has been fitted with a
single, double or queen-size bed.

Twin A room that can accommodate two persons with two twin beds.

Double A room that can accommodate two persons with a double or

queen-size bed.

Twin double (also
double-double or
queen double)

A room that can accommodate two to four persons with two twin,
double or queen-size beds.

Triple A room that can accommodate three persons and has been fitted
with three twin beds, one double bed and one twin bed or two
double beds.

Hollywood twin A room that can accommodate two persons with two twin beds
joined together by a common headboard.

Murphy A room that is fitted with a murphy bed, i.e. a bed that folds out of a
wall or closet.

Suite Room with one or more bedrooms and a living space. The bedrooms
might be singles, doubles or twin doubles.

Adjacent Rooms close by or across the corridor, but are not side by side.

Adjoining Rooms that are side by side, but do not have a connecting door
between them.

Connecting Two rooms that are side by side and have a connecting door

between them.

Figure 10: Types of room

Double bedroom
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Frequent-guest program

Hotels build guest profiles, often called the guest history, that keep track of preferences
of guests and enable the hotels to provide customized guest services. Loyalty programs
let the most valuable guests be recognized on-property and have been at the core of how
chain hotel brands attract and retain their best customers. The loyalty program is a strong
factor in persuading hotel owners to become franchisees or give a particular hotel brand
the management contract to run their property. Some studies found that members wanted
a streamlined reward redemption process, and points that did not expire. The most
important features of a hotel program were room upgrades and airline miles, followed by
free hotel stays, and a variety of on-property benefits and services. However, no amount
of miles or points is ever going to replace a warm welcome and being recognized by the
hotel as a loyal customer.

ACTIVITY 15

Give an example of how a chain hotel could customize a frequent guest’s hotel
experience using the frequent-guest program.
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2.2.5 Housekeeping Operations
2.2.5.1Housekeeping Department

The housekeeping department is responsible for cleaning and maintaining the guestrooms,
public areas, office spaces and back of the house areas in the hotel so that the property is
as fresh and attractive as its first day of business. Although the roles that housekeeping
performs vary from one hotel to another, the tasks performed by the housekeeping
department are critical to the smooth daily operations of any hotel.

ACTIVITY 16

Brainstorming — Using the information you learned in the previous sections, imagine
yourself as a tourist or business traveller, what kind of a hotel would you like to stay in?
In three minutes, brainstorm with your partner a list of the qualities of an ideal hotel. Use
as many adjectives or phrases as possible to describe your ideal hotel. Here are examples
of statements to use to start the brainstorming process:

An ideal hotel should be ...
An ideal hotel should have ...

For both business and leisure travellers staying in a hotel, an essential requirement is that
the guest room be clean. Surveys conducted by the hotel industry constantly indicate that
cleanliness is a prime factor in a guest's selection of a hotel. It is clear that without clean
rooms to rent, a hotel would have to close. The housekeeping department and its staff
play a role that is critical to the profit and success of the hotel. In general, it maintains the
cleanliness of guestrooms and public areas in such a way that reflects the hotel's
commitment to standards of excellence. In many hotels, the housekeeping department is
the largest department in the hotel.

ACTIVITY 17

Imagine yourself as the secretary to the Managing Director of ABC Company in
Australia. Your boss needs to travel to Hong Kong and asks you to book a hotel
having rooms with all the amenities required for a comfortable stay, but within a
budget of around HK$2,000.00 per night. You have to compare the room features of
different types of hotels by browsing through various hotel websites, and recommend
to the Managing Director on the choice of hotel within the assigned budget.
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Organisation of the Housekeeping Department

The organisation of the housekeeping department will vary from one hotel to another
depending on the number of rooms and the hotel management. This department is usually
headed by an executive housekeeper, who is often assisted by an assistant and several
supervisors. In the case of a small hotel, an executive housekeeper might have no
assistant and is assisted by smaller number of supervisors. Increasingly hotel
management are streamlining their organisational structures and employing casual
employees. As a result many hotels have substantially reduced the number and role of
housekeeping staff. This helps reduced the bottom line. However, set standards may be
scarified and staff must assume a larger responsibility.

The housekeeping department of a large-sized hotel, see figure 11, comprises of the
following sections:

*  Laundry department

*  Uniform and linen room

*  Housekeeping office

*  QGuest floors

*  Public areas

*  Health club

*  Floral and plant arrangement

The laundry department provides laundry, dry cleaning and pressing services to guests.
Some hotels maintain their own laundry, while others rely on commercial operators. In
either case, close teamwork is necessary to assure a steady flow of linen back and forth
for restaurants, banquet areas, floor pantry and recreational areas. Examples of linen
follow:

. Towels
. Blankets
. Sheets

*  Pillowcases

*  Mattress protector
*  Tablecloths

*  Napkins

*  (leaning cloths

ACTIVITY 18

Imagine yourself as the executive housekeeper of a large-sized hotel. Due to the
recent financial tsunami, your hotel decided to cut cost by streamlining the
organisation structure. As the Executive Housekeeper, how would you redesign the
organisational chart of your department, see figure 11 below, to suit the need of your
hotel?
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Figure 11 Housekeeping Organisation Chart of a large-sized hotel
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Duties of Housekeeping Staff

As mentioned, the housekeeping department is generally the largest department in hotel
operations. A sizeable hotel in Hong Kong would typically employ more than 100 staff.
Owing to its sometimes complex organisational structure, it is important for every
housekeeping staff to clearly understand his own responsibilities in order to provide the
most efficient service to guests.

Study the following list of job descriptions for housekeeping staff. Do you think some of
the responsibilities of one post can be taken up by another post in the housekeeping
department? Why or why not?

Executive Housekeeper
* interviews, selects and engages staff in conjunction with human resources manager
* training

* deployment

* prepares work schedules, work procedures and job descriptions
* compiles duty rotas, holiday lists, etc.

* personnel records

* arranges supervision

* staff welfare

* orders and controls equipment, materials and linen

* handles complaints

* key control

Assistant Executive Housekeeper

* assists executive housekeeper in day-to-day operation

* assumes responsibilities of executive housekeeper in his/her absence

* revises daily work schedule depending on the occupancy

* prepares master list for carpet spotting, curtains, etc.

* inspects work to ensure prescribed standard of cleanliness

* inspects rooms, lobbies and restaurants for cleanliness and also determines need for
renovations and makes recommendations

* coordinates with the front office

* screens applicants, trains new employees and recommends disciplinary actions or
dismissals

Assistant Housekeeper

* assists executive housekeeper in day-to-day operation

e dispatches room attendants and floor supervisors to assigned floor

* checks equipment and recommends new purchases

* inspects guest rooms, lobbies and back stairs

* keeps records of extra work performed by housekeeping department
* takes inventory

* prepares attendance records

Floor supervisor
* checks staff on duty
* redeployment
* supervision of staff
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* checks section/floor of rooms by filling in the room inspection list
¢ conducts induction and general training

* orders and issues cleaning materials

* linen checks

* maintenance checks

* liaises with reception on guest arrivals and departures

Room attendant

* cleans rooms, bathrooms and suites

* handle dirty and clean linen

* provide turn-down service

* reports faults, maintenance and peculiarities

Public area super visor

* inspects public areas cleaned to see whether cleaning is adequate, supplies in public
areas meet the standard and needs for immediate repair is reported

* makes maintenance report for restaurant or item in need of repair and follows up to
make sure work is completed satisfactorily

* supervises cleaning of public areas, corridors and offices

* trains cleaners, advises executive housekeeper if performance is not satisfactory

» liaises with other departments such as food and beverage department regarding the
cleaning schedule

Cleaner

* maintains the cleanliness and order of the hotel premises

* spots rugs, carpets, upholstered furniture using vacuum cleaner, broom and
shampooing machine

* keeps corridors dust free

* moves and arranges furniture

» carries out special work assigned by the public area supervisor

Tailor and seamstress

* alters and repairs linens, uniforms, curtains and drapes

* distributes and measures uniforms for new employees and keeps record
e discards uniforms, room and table linen

* keeps records of all discarded items

* prepares inventory

* repairs guest clothing
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Uniform and linen room attendant

* sorts and counts dirty linen and uniform

* checks and counts clean linen and uniform

* issues and receives linen and uniform

* assists in inventory taking of all linen/uniform

The relationship between housekeeping department and other

departments

No matter what the type of hotel or the category of traveller, hotels are in the service
industry and their goal is to meet the guest expectations. To help achieving this goal, all
hotel staff must work as a team to provide consistently high quality service that promotes
customer loyalty. An example would be when the housekeeping and front office
departments work closely as a team to ensure that the guestrooms are cleaned and made
ready for arriving guests. If housekeeping cannot provide cleaned rooms quickly enough
to front office for sale, especially in peak season, the result is a loss of sales and
customers.

Apart from the front office, can you think of other departments which work closely with
the housekeeping department? What is the result if communications breakdown between
housekeeping and these departments? The following diagram shows the relationship
between the housekeeping department and other departments:

Acconnts

— receives staff information /"me Office \
about howrs of work, receives dailv room
absentees & overtime statis report from

Restauranis honsekeeping

= request stocking and
exchange of linen at
agreed frequencies

— provides details of
arrivals and
departures to
housekeeping

— infonms
housekeeping of
special
requirements of

Engineering \_ VIP. ete.

J

— receives requests for
repair & mamtenance
SEIVICE

Figure 12 Relationship of Housekeeping Department with Other Departments
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The following are brief descriptions of the relationship of housekeeping department with
other departments:

Front Office — Rooms are the main concern of both departments. They must continually
exchange information on room status so that check-out rooms can be returned as quickly
as possible. In addition, renovations, repairs and maintenance can be scheduled during
periods of low occupancy. The housekeeping department needs to report to the front
office any unusual guest behaviours that may result in loss of revenue or bad publicity for
the hotel.

Engineering — It is the housekeeping staff’s responsibilities to request the engineering
department for minor repairs in order to avoid a major breakdown. They must work
closely as a team to do preventive maintenance and renovations with minimum
disturbance to guests. The engineering department also expects housekeeping staff to
contribute to the efforts of conserving heat, water and electricity.

Security — Security’s responsibilities may include patrolling the property, monitoring
surveillance equipment, and in general, ensuring that guests, visitors, and employees are
safe and secure at the hotel. Since housekeeping personnel work in every area of the
hotel, they are in a position to significantly contribute to the hotel’s security efforts. For
example, when cleaning guestrooms, room attendants are usually responsible for locking
and securing sliding glass doors, connecting doors, and windows.

Human Resources — The relationship between human resources department and
housekeeping department is similar to those mentioned earlier with the front office
department.

Food and Beverage — The relationship between the housekeeping department and food
and beverage department involves the supply of table linen and uniform, and the cleaning
of their outlets. The banquet department, in particular, must advise housekeeping of its
anticipated needs since banquet business may fluctuate considerably, thus requiring
special planning to assure the required quantity of linen is available and in good
condition. The food and beverage department has a responsibility to separate stained or
damaged linens that requiring special treatment. A good relationship should be
maintained between housekeeping and room service to ensure provision of timely
housekeeping services, e.g. removal of trays and tables from the corridors to service
landings, VIP set-ups etc. In some hotels, housekeeping is also responsible for minibar
replenishment, although the revenue goes to food and beverage department.
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Sales and Marketing — The sales and marketing department relies heavily on the
housekeeping department for prompt delivery of goods/services as promised to the guests.
The major problem they face together, especially in large hotels, is back-to-back
conventions and groups. Front office, sales and marketing and housekeeping share the
responsibility to ensure that rooms are ready and cleaned for the arriving groups of
guests.

Purchasing — The Purchasing department buys all cleaning and guest supplies. Its
relationship with the housekeeping department is self-evident. When it comes to deciding
what brand, quality or size should be stocked - whether the item is cleaning powder or
mattresses - the executive housekeeper and the purchasing agent must pool their
knowledge to consider the characteristics, cost and availability of the products.

Accounts — The hotel’s controller manages the accounting division which is responsible
for monitoring the financial activities of the property. As the housekeeping department
maintains inventories of cleaning supplies, equipment, linen, uniform, and other guest
amenities, the executive housekeeper must often work closely with for example the
storeroom manager, etc who reports to the hotel’s controller.

ACTIVITY 19
Fill in the right column with the correct hotel department(s)/staff involved so as to meet
guest needs in the following scenarios.

Scenario Department(s)/Staff
Involved

1. A guest wants to get a bouquet and some chocolate
for her girlfriend’s birthday.
2. A guest calls the housekeeping department to

complain that there is no hot water in the bathroom.

3. A guest orders room service.

4. A business traveller discovers that his personal
computer left in the guestroom has been stolen.

5. Anold lady feels sick in her room.
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2.2.5.2 In-room Guest Supplies and Amenities

Hotels provide a variety of guest supplies and amenities for the guest’s needs and
convenience. Guest supplies refer to items the guest requires as part of the hotel stay, e.g.
toilet tissues, hangers etc. Guest amenities refer to the non-essentials that enhance the
guest’s stay, e.g. in-room safe etc. The housekeeping department is responsible for
storing, distributing, controlling and maintaining adequate inventory levels of both guest
supplies and guest amenities.

ACTIVITY 20

Browse the website of Hong Kong hotels. Complete the table by filling the columns
with three appropriate guest supplies and amenities. The first one has been done as an

example for you.

Guest Supplies Guest Amenities
Bath towels Minibar
1 1.
2 2.
3 3.

Note that some properties provide only the basic items of guest supplies to guests, while
others pamper guests with extra items like fresh fruits and flowers etc.
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2.2.5.3 Room Status Codes

Special codes and terminology are used between the housekeeping and other departments
(e.g. the front office) for effective communication. One typical example of how these
special codes and terminology are used is that when a guest check-out from the front desk
and settles his account, the front desk computer system will automatically change the room
status to ‘vacant dirty’ or ‘VD’. This permits housekeeping staff to make up the room
promptly for arriving guests. As the ‘vacant dirty’ room is made ready for sale,
housekeeping will notify the front desk through changing the room status to ‘vacant clean’
(‘VC) or ‘Inspected Clean’. A sample Housekeeping Room Status Report is given as Fig.
13.

The following is a set of commonly used Room Status Codes:

DND : Do not disturb OC : Occupied clean
00O : Out-of-order OD : Occupied dirty
OOT : Out-of-town VC : Vacant clean

NB : No baggage VD : Vacant dirty

LB : Light baggage ED: Expected departure
SO : Sleep out NNS : No need service
CO : Check-out XB : Extra bed

Other special terminologies include:

Terminology Description

Skipper Room is vacant and guest has left without settling the bill

Sleeper Room is occupied by guest, but has not been checked into
the computer

Complimentary The room is occupied, but the guest is assessed no charge for
its use

Stay-on The guest will stay for the night

Late check-out The guest is allowed to check out later than the hotel’s

standard check-out time

Lock-out The room has been locked so that guest cannot re-enter until
he/she is cleared by a hotel official

Check-out The guest has settled his/her account, returned the room
keys, and left the hotel
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Housekeeping Room Status Report

Date
Code :
CO Check-out NB No Baggage 000 Out-of-order VD Vacant Dirty
DND Do Not Disturb NNS No Need Service OO0T Out-of-town XB Extra Bed
ED Expected Departure  OC Occupied Clean SO Sleep Out
LB Light Baggage OD Occupied Dirty vC Vacant Clean
Floor Floor Floor Floor Floor Floor

IRoom No Room No Room No Room No Room No Room No

01 01 01 01 01 01

02 02 02 02 02 02

03 03 03 03 03 03

04 04 04 04 04 04

05 05 05 05 05 05

06 06 06 06 06 06

07 07 07 07 07 07

08 08 08 08 08 08

09 09 09 09 09 09

10 10 10 10 10 10

18 18 18 18 18 18

Checked By:

Figure 13 Housekeeping Room Status Report
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2.2.5.4 Types of Guest Requests

Housekeeping staff may be called upon to provide special amenities and stock guest loan
items to meet requests. These items include everyday items that the guest may have

forgotten to pack or items such as irons and ironing board (if they are not routinely provided

in the guest room) and personal care items. Such items also vary from hotel to hotel,
depending on the market segment the hotel attempts to reach and satisfy. Some examples of

such items are:

Adapter
Additional furniture, e.g. table, chair
Air-purifier
Bed board
Crib/Baby cot
Dehumidifier
Extension cord
Extra bedding supplies, e.g. pillow,
blanket
*Stands for chargeable item

Fan

Heater

Humidifier

Iron and ironing board

Morning set (tooth brush & paste...)
Rollaway bed*

Transformer

Vase

Tapes

Sationery & Service Directory
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Iron & roning Board

Most items mentioned above are free of charge upon request. However, some hotels may
charge the guest if they request to add a rollaway bed in the guestroom. Apart from these
items, guests may aso request other services from the housekeeping department. If you
were a hotel guest, what other services you would require or expect the hotel to provide to
you?

Guestswith special needs
e  Whedchair
o Facilitiesfor the disabled

Businesstravellers

Broadband Internet service

International direct dialing (IDD) service

Local & international newspapers

Laundry/valet service

Shoes polishing service

Other business facilities, e.g. business centre, executive floor, fax machine, laptop
computer, conference and meeting facilities
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Leisuretravellersand holiday makers

Rollaway bed/ baby cot

Connecting rooms

In-room movies

Sports facilities, e.g. gymnasium, swimming pool

Spa facilities for beauty and health treatments, e.g. massage, hydrotherapy, facials and
intensive foot and hand therapies

Baby sitting service

Other requests

In-room dining (Room service)

Doctor service

Smoke-free guestroom

Room make-up service

Alteration & mending service

Repair and maintenance service

Food & beverage enquiries, e.g. hours and location of meals
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2.2.5.5 Security Procedures

In a hotel of any size, security is a major concern. The security division is responsible for
maintaining systems and implementing procedures which protect the personal property of
guests and employees and the hotel itself. Every hotel has its own procedures and
guidelines for staff on how to handle guests’ valuables, keys and telephone calls. Any
unauthorized disclosure of guest information to anyone by hotel staff will be regarded as
misconduct. Hotel staff should never disclose guest’s information such as guest name and
room number to anyone calling in.

Handling Guests Valuables

A room attendant must report to the housekeeping office any guests’ valuables found inside
the guestroom during cleaning. It is important that the room attendant stays in the room until
the assistant manager, floor supervisor and the security officer arrive at the scene. The case
must then be recorded very clearly in the Housekeeping Log Book with the time, room
number, item(s) found, the name of finder, and the name of whom the case is reported to
and handled by for future reference. The guestroom will then be double locked until the
guest returns.

Key Control

The room key is an important instrument that housekeeping staff use to access the
guestroom and carry out their duties. All keys must be kept securely and distributed
properly. Every room attendant is responsible for taking care of the keys under their charge
and not allowing anyone else access to their keys. All keys are kept in the housekeeping
office in a locked cabinet and are properly coded. The housekeeping co-ordinator is
responsible for the distribution and control of keys. All keys issued must be properly signed
for and cancelled after return. The room attendant must complete or sign “The sign in and
out” log book listing the number of keys issued.

The housekeeping co-ordinator takes inventory of the keys at the beginning of each shift
and prior to the handover of keys to the subsequent shift in charge. The key cabinet must
remain locked at all times. Keys issued to the employees must be kept under their own
custody and never be left hanging on the trolley or in the door lock. All keys must always be
returned to the housekeeping office.

Keys must never be taken out of the hotel premises. The misplacing or loss of key is a very
serious matter and should be reported to the executive housekeeper or assistant manager and
security officer immediately. An immediate search must be made until the key can be
located.

Every member of staff in the housekeeping department is trained to handle the different
keys and use the correct procedures when someone asks to open a guestroom.
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Suspicious Person

The housekeeping staff must report any suspicious person loitering on guest floors and
public areas to the housekeeping office. The housekeeping coordinator will in turn inform
the floor supervisor/assistant housekeeper, the assistant manager and the security officer.

L ost and Found
'Lost and Found' refers to:
* aplace or an office that keeps any items found inside the hotel; or
* aplace or an office where reports of missing items, reported by either guests or staff,
are kept and followed up.

All staff should hand in items found inside the hotel premises, regardless of their value.
Most hotels assign this duty to the housekeeping department, or the Security department.
All information is recorded in the Lost and Found Logbook for prompt and easy reference
in case of a guest enquires about a lost item. All items found by the guests and staft should
be stored in a ventilated room and kept for three months before being releasing to the finder.
Some items, such as perishable food or drink, may be kept for a shorter period. The storage
area must be secure.

ACTIVITY 21

Discuss the following scenario: A guest enquires about a missing item in his room, but
the Lost and Found Log book has no record of it. How would you handle this situation if

you were the assistant executive housekeeper?
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3 Food and Beverage Sector
3.1 Introduction to the Food and Beverage Sector

3.1.1 Food and Beverage Operations (Hotel)

Functions of the food and bever age department within a hotel

FOOD & BEVERAGE is a term the hospitality industry uses to refer to all food and
beverage needs for an event, dining experience or general catering. The food and
beverage department within a hotel consists of many areas and personnel that cater to
internal or external guests.

Divisions

Kitchens

Restaurants

Catering, internal and external
Banqueting, internal and external
Room service (In-room dining)
Minibars

Lounge bars

Stewarding

Food and beverage operation

Kitchens

A kitchen is a place for the storage and preparation of food for consumption. In some
hotels, there may be a variety of kitchens catering to different needs from breakfast,
luncheon and dinner to events such as gala dinners and conferences. The number of
guests being catered for varies depending on the size of the dining facilities and kitchen,
the number of staff employed and the equipment being used.

The purpose of a kitchen is to produce the right quality of food of the highest standard for
the required number of people, on time, by the most effective use of staff, equipment and
materials.

A kitchen can be divided into separate areas:
* Production kitchen
* Banqueting kitchen
= Alacartekitchen
*  Grill room
= Pastry kitchen
* Food preparation area
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Production kitchen

Production kitchen

The correct design and layout of food preparation and production areas can make a major
contribution to good food hygiene. Staff respond better under good working conditions
by taking more pride in their work, themselves and their environment. Adequate working
space must be provided for each process in the kitchen and the separation of raw and
cooked, clean and dirty must be followed to reduce the risks of food contamination.

Production kitchen
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Production kitchen

Production kitchens produce foods for separate service areas in the hotel. The amount of
food produced can be as large as in the production for airlines or functions centre dealing
with several hundred people, or as in the food production for a counter area where
smaller numbers of customers are catered for.

Features of a good production kitchen:

Designed so that it can be easily managed.

Management must have easy access to the areas under their control and have
good visibility in the areas which have to be supervised.

Products — raw materials to finished product must have an easy flow

Personnel — how people work and move in the kitchen must have a good work
flow, therefore good time management.

Container s/Equipment/Utensils — equipment should, where possible, be separated
into specific process areas to increase efficiency, hygiene and work flow.

Sorage areas should be kept clean and tidy, with temperatures monitored where
necessary, and be close to the production areas for improved time management.
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Factorsthat influence the design of a kitchen
Kitchens are designed for easier management. The market that the business is catering
for and the style of food operation, which includes the menu structure, are all needed to
be considered. Other important factors include:

» Properly planned layouts, with adequate equipments, tools, materials and work

space, are essential if practical work is to be carried out efficiently.

* The movement, storage and handling of foods.

=  Working methods of staff employed.

= Size of dining area if applicable.

* Number of staff employed and their skill levels.

= Type of operation, e.g. breakfast, luncheon and dinner.

= Storage areas for chemicals and equipments, perishable and non-perishable foods.

o5 : -
S

Kitchen design
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Kitchen design

Western kitchen
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ACTIVITY 22

There are many factors that can influence the design of a kitchen. Take your
kitchen at home as an example. Can you think of some factors that have
influenced its design? Look at its size and shape. How have these two things had
an effect on your kitchen?

ACTIVITY 23

List four factors that you think could influence the design of a newly-built hotel’s
kitchen in Central, Hong Kong. The main kitchen will be located four floors above
ground level. Think of the hotel’s location and possible problems that they may
have.

Restaurants

A restaurant is a retail establishment that serves prepared food to customers. Food is
generally for eating on the premises, although ‘restaurant’ can also describe take-out
establishments and food delivery services. The term covers many types of venue and a
diversity of styles of cuisine and service. Restaurants can range from modest lunching or
dining places catering to people working nearby, with simple food served in simple
settings at low prices, to expensive establishments serving refined food and wines in a

formal setting.

i -

Hong Kong restaurant Ritz-Carlton, Tokyo
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Dining room, Ritz-Carlton, Tokyo

ACTIVITY 24

There are many different restaurants offering an array of foods and cultures in
Hong Kong. Some specialise in foods from different countries. From the web
sites eatdrinkhongkong.com and www.vibesasia.com/r estaur ants/sear ch.htm,
see how many different types of foods from different countries are offered in
Hong Kong.
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Typically, customers sit at tables and their orders are taken by food service personnel
who bring the food to them when it is ready. Then, the customers pay the bill before
leaving. Restaurants often specialise in certain types of food or sometimes present a
certain theme. For example, there are seafood restaurants, vegetarian restaurants or ethnic
restaurants. Generally speaking, restaurants selling "local" food are simply called
restaurants, while restaurants selling food of foreign origins are called accordingly, for
example a Thai restaurant or a French restaurant.

Hotels may have different restaurants to cater for different events and times of the day.
For example, breakfast and luncheon may be served in the same restaurant whereas
dinner may be in a more formal setting.

Banqueting and catering (internal and exter nal)

A banquet, event or function can be described as the service of food and drink at a
specific time and place, to a given number of guests at a known price. Banquet is a term
used to describe a large formal occasion, e.g. Chinese wedding. Some examples of
hospitality functions include:

Business functions: Conferences, working breakfasts, luncheons and dinners, meetings
Social functions: Gala dinners, anniversaries, weddings

Some hotels can cater for functions/banquets outside their establishment. The use of
refrigerated vans and trucks is necessary for the transportation of food items.

Conferencein a hotel
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The correct cleaning, drying and storage of all equipment used in the preparation and

cooking of food is critical to prevent the spread of bacteria and cross-contamination.
Responsibilities of the Chief Steward are:

* (leanliness of back-of-house
* Washing of pots and pans and other kitchen equipments
= (Cleanliness of glassware, china and cutlery

* Inventory of chemical stock

* Maintenance of dishwashing machines

= Pest control, where necessary

ACTIVITY 25

From the list below, which can be described as a function, banquet or event?
Service style Function Banquet Event

Chinese wedding

Hong Kong Hotels Association
Gala Ball

Premiere of a new film starring
Tony Leung Chui Wai

The launch of a new car for the
Hong Kong market

Conference  dinner  for  the
management of Hong Kong
Tourism Board
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ACTIVITY 26

Can you think of any outside catering opportunities here in Hong Kong, for
example a hospitality tent or booth at the Annual Dragon Boat Racing at Stanley?
Give three other opportunities that you consider would be profitable in Hong
Kong. Browse through the following website: www.discoverhongkong.com for

more examples.

Outside catering Outside catering

Outside catering
Room service
This is the service provided in a hotel that allows guests to order food and drink to be
delivered to their rooms. This service will depend upon several factors:
» Typically found in larger city hotels, especially airport hotels
= Level of service and menu vary
= Challenges
o Delivery of orders on time
o Making it a profitable department within food and beverage
o Avoiding complaints, e.g. food being cold or delivered late
o Forecasting when the busy times will be during a day or week

Room service
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Bar management
Bar management involves the functions of planning, organising, staffing, leading and
controlling. Besides, a bar manager’s responsibilities often include coordinating, training
and evaluating the staff. Bars are run by managers that have a sound knowledge in the
making, brewing and distillation of wines, beers and spirits, and also the ability to make
alcoholic and non-alcoholic cocktails. Other duties may include:

*  Supervising the ordering and storage of wines

=  Preparation of wine list

= QOverseeing staff, rotas and training

* Scheduling of staff

= Maintaining cost control

» Assisting in wine selection by guests

» Correctly serving wine

= Knowledge of other beverages

Restaurant bar in Hong Kong
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Lobby bar in a Hong Kong hotel

Staff Duties

Food and Bever age M anager

The responsibilities of a Food and Beverage Manager will typically cover a number of
areas. They will have the sole responsibility for the day-to-day running of the F&B
department and ensuring budgetary controls while overseeing pricing and purchasing in
all food and beverage areas. They will also be involved in the recruitment and
supervision of a highly skilled F&B team and be responsible for the creation and

implementation of seasonal F&B marketing strategies including input into menu

planning. Their responsibilities can also include:

Dealing with all matters concerning spirits, wines and beers.

Ensuring that the profit margins are achieved for each food and beverage outlet.
Purchasing, receiving, storing and issuing liquor as well as controlling the overall
inventory.

Interviewing and selecting staff.

Training of staff for supervisory level.

Promotion of the beverage department and marketing.

Co-ordinating requests from other departments within the hotel.

Complying with health and safety regulations.

Holding regular meetings with section heads to ensure that all departments are
working efficiently.

Hotel Iobby and Front Desk
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ACTIVITY 27

You are employed as a Food and Beverage Manager with a major hotel in Hong
Kong. Make a list of the duties that you think you would be responsible for
during the course of one week’s work.

ACTIVITY 28

You are employed as a Bar Manager in a major hotel in Hong Kong. Make a list
of the duties that you think you would be responsible for during the course of one
week’s work.

Restaurant M anager
A Restaurant Manager can also be referred to as the maitre d' (short for maitre d'hotel
which literally means "master of the hall"). In a suitably staffed restaurant or hotel this
person is in charge of assigning customers to tables in the establishment, and dividing the
dining area into areas of responsibility for the various waiting staff on duty. He or she
may also be the person who receives and records advance reservations for dining, as well
as dealing with any customer complaint and making sure all servers are completing their
tasks in an efficient manner. In some localities or traditions, particularly small
organisations like a single restaurant, the post is also known as the headwaiter, host or
restaurant manager. Their duties include daily operations, staffing and human resources,
legal aspects of the business, accounting, finance, marketing, advertising and public
relations. Their duties also extend to the followings:

= Responsibilities to the guests

= Responsibilities to the employer

= Responsibilities for health and safety

= Responsibilities for staff training

= Interviewing and selecting new staff

Assistant Restaurant Manager
An Assistant Restaurant Manager will assist the Restaurant Manager in the organisation
and running of the restaurant. They will assume full responsibility when the Restaurant
Manager is unavailable, on leave or absent. Their duties will include daily operations and
staffing and will also extend to:

= Responsibilities to the guests

= Responsibilities to the employer

= Responsibilities for health and safety

= Responsibilities for staff training

» Helping and assisting the Restaurant Manager with interviewing and selecting

new staff

Station Head Waiter/Section Super visor

This person is responsible for a team of staff serving a set number of tables in the
restaurant or function; this is known as a station.
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Station Waiter
In larger hotels this position is sometimes called a chef de rang. This employee will work
under the direction of the Station Head Waiter and serve guests.

Waiter/Waitress
This employee will work under the direction of the Station Waiter and is usually an
apprentice or a person who is just beginning to learn the skills of serving guests.

ACTIVITY 29
Describe the roles of the staff positions listed below:

Position Responsible to:

Restaurant Manager

Assistant Manager

Section Supervisor/ Captain

Station Waiter
Waiter/Server
Manager
Assistant
Manager(s)
| | | |
Host and/or Cashier Captain (A) Captain (B) Captain (C) Bartender

Station Waiter Station Waiter

Waiter (B)

Station Waiter

*)

Figure 14 Restaurant Structure

) (©

Waiter (C)
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Helping a guest
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ACTIVITY 30
You are employed as a maitre d’ in a restaurant that can seat 56 customers. Your
task is to draw a restaurant plan for the seating for the night. There are:
4 tables for two customers

3 tables for four customers
3 round tables for six customers
3 oblong tables for six customers

Divide the restaurant into three sections with a Station Supervisor for each.
3 Station Waiters in each section
2 Waiters/Waitresses in each section

F==-—==-

Recention
I Entrance
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Kitchen organisation

Executive Chef

To become a Head Chef or an Executive Chef takes many years of hard work with long
hours standing on your feet, working unsociable hours at any time of the day or night. It
takes years to learn the skills and knowledge necessary to become proficient in different
cooking methods and styles.

Instructing kitchen staff Chef at work

Head Chef (le chef de cuisine)
In large establishments the duties of the Executive Chef, Head Chef or person in charge
are mainly administrative; only in small establishments would it be necessary for the
Head Chef to be engaged in handling the food. The functions of the Head Chef are to:

* Organise the kitchen

=  Compile the menus

*  Order the food

*  Show the required profit

= Engage the staff

= Supervise the kitchen (particularly during service hours)

* Advise on purchases of equipment

= Be responsible, in many cases, either wholly or partially, for the stores, still room

and the washing up of silver crockery etc.
= Be responsible for guest satisfaction
= Ensure food quality and consistency
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Head Chef giving instructions to staff

An Executive/Head Chef also has to work in conjunction with:
e Other chefs and cooks
e Food and beverage staff
e Function staff
e Kitchen stewards

In the late nineteenth Century, when labour in Europe was relatively cheap, skilled and
plentiful, the public demand was for elaborate and extensive menus. In response to this,
Auguste Escoffier, one of the most respected chefs of the era, devised what is known as
the partie system. The number of parties required and the number of staff in each will
depend on the size of the establishment. This system is still used to some extent in
today's large hotel kitchens such as The Peninsula and The Marco Polo Hotels.

Second Chef (le sous-chef)

The Second Chef/sous chef relieves the Head Chef when they are off duty and is the
Chef’s 'right hand'. Their main function is to supervise the work in the kitchen so that it
runs smoothly and according to the Chef’s wishes. In large kitchens there may be several
sous-chefs with specific responsibility for separate services such as banquets and grill
room.

Chef de Partie

The Chefs de Partie are each in charge of a section of the work in the kitchen, such as
sauces and soups, fish, vegetables, larder or meat. This is the job of the specialist. The
Chefs de Partie organise their own sections, delegate the work to assistants and are in fact
the 'backbone' of the kitchen.
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Pastry Chef (le patissier)
All the sweets and pastries are made by the Pastry Chefs, as well as items required by
other parties, such as vol-au-vents, bouchees, noodles etc., and also the coverings for

meat and poultry dishes when pastry is required. Ice cream and petits fours are also made
here. Formerly, a glacier was employed to make all the ice creams, but now most of them
are produced in factories. The bakery goods, such as croissants, brioche, breads etc. may
be made by the Pastry Chef when there is no separate bakery.

Assistant Cooks (les commis chefs)

The Chefs de Partie are assisted by commis or assistants, the number varying with the
amount of work done by the partie, e.g. the vegetable partie is larger than the fish partie
due to the quantity of work to be prepared, so there are more assistants in that partie. The
Assistant Cook is usually capable of taking over a great deal of responsibility, and in
some cases will take charge of the partie when the Chef is off duty.

Apprentice (I'apprenti)
The apprentice is learning the trade and rotates among the parties to gain knowledge of
all the sections in the kitchen.

For those of you who still desire to become a Chef, the main element that is required is
hands-on experience. This experience coupled with an education in the culinary arts has
the potential to give you an opening in the culinary world. You should gain this
experience as early as possible, perhaps by working in a restaurant while you are in high
school.

Even if you are not cooking food, you will still have the chance to observe and
understand what is needed for the preparation of meals for a large number of people.
From this starting point you can decide whether you want to become a chef.

As an educational backdrop you should see if there are any first-class culinary schools

that you can enrol in, e.g. Hong Kong Polytechnic University. Here you will be taught
the fundamentals of cuisine and hotel management.
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Saff training in a Hong Kong kitchen
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Figure 15 Example of a traditional kitchen brigade in a large hotel

Head Chef

[Sous Che} Sous Chef

|
Sauce Roast Chef Fish Chef
Chef

Commis Commis Commls} Comm|s Comm|s Comm|s

Apprentice Apprentice \_m Apprentice Apprentice Apprentice

|
egetable Pastry Larder Relief Chef

Chef Chef Chef
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ACTIVITY 31

Explain the differences between a Sous Chef and a Chef de Partie. What are their
roles within a kitchen?

ACTIVITY 32

Describe the role that an Executive Chef would have in a large hotel in Hong
Kong today. Use the criteria listed above and give six important functions that
you think would be necessary for this position.

3.1.2 Classification of Food Service Establishments

TTURE -

A hotel is classified as a commercial establishment providing lodging, meals and other
guest services. Originally guests had two choices:

e Luxury hotels

e Budget hotels

In some countries, hotels were built to serve middle-class families and, when the
economy in general boomed and room supply increased; hoteliers then focused on setting
themselves apart by offering specialised accommodation for:

e (Conventioneers

e Business groups

e Special weekend events and families

As diversity flourished so did competition and brand loyalty. Anyone who can pay
(within reason) can rent a room for a night in a hotel. Hotels vary greatly in style and
services, from luxury, business, resort, townhouse to boutique and budget. A standard
room will have a bed, bathroom facilities, shower, telephone, TV, lounge area and
minibar. Housekeeping services available include laundry and dry-cleaning. Nowadays
guests would usually have access to a wireless computer network and also to a business
centre. Most major hotels will have restaurants and bars available for guests and if they
are situated in a large city they are usually located near the business districts, tourist
destinations and/or airports.
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Independent owner ship

Usually refers to small family-run restaurants where the owners have complete control.
This was the only existing option before the emergence of chain restaurants. These
restaurants do however have the highest failure rate. You often find that groups are made
up of independently-run restaurants. Depending on the location of the restaurant the
clientele may vary accordingly, however, business usually relies on local customers or its
neighbourhood. Examples of independent ownership of food service establishments in
Hong Kong would be family-owned and operated restaurants.

Chain owner ship

There are many chain establishments in Hong Kong, mainland China, Asia and other
parts of the world. Chain establishments can be grouped into single-concept chains and
multiple-concept chains. The general public usually has no idea multiple-concept
foodservices chains are owned by the same company. Single-concept chains include
McDonald’s, MOSS Burgers, Subway, Burger King and KFC. Multiple-concept chains
include Maxim’s Catering Limited, Lan Kwai Fong, King Parrott Group and Igor’s.
Usually they have a centralised reservation system and some chains offer franchise
opportunities.

The opportunities for promotion are considerable as they usually have a strong local and
international brand identity. Normally, a percentage of sales is automatically taken for
advertising. Again, depending on the location of restaurants the clientele may vary
accordingly. Many non-adventurous tourists prefer these international foodservices
chains given their consistency in quality and service. Examples are:

International foodservices chain — McDonald’s, Burger King, KFC, Moss Burgers, Pizza
Hut, Subway, Tanyoto Hotpot, COVA, Haagen-Dazs and Outback Steakhouse, Starbucks
Coffee, TGI Friday’s.

Local foodservices chain — Maxim’s Catering Limited, Lan Kwai Fong, Igor’s, Caffe
Habitu, King Parrott Group, Café de Coral.
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In-hotel restaurants

Most hotels have at least one dining room that can be used for breakfast, luncheon and
dinner meals. There are some hotels that do not have a restaurant; in this case guests will
have their meals at a local establishment. Some larger and higher-grade hotels may have
several restaurants and dining areas, with the number and type depending on the type and
service of the hotel, e.g. breakfast and coffee shop restaurant, formal dining room,
banqueting facilities. Typically these food and beverage areas are run by a Restaurant
Manager.

e A major chain hotel generally has at least two restaurants: a signature or upscale
formal restaurant and a casual coffee-shop restaurant.

e The restaurants cater for both the hotel guests and the general public. Hotels will
promote their restaurants to hotel guests, or in some cases a hotel will allow a
brand name restaurant to operate within their hotel as this helps to reduce the
hotel’s food and beverage costs.

Specialty

Hospitals, Universities, Colleges, Prisons and the Military are all food service
establishments whose focus is on minimising costs by optimising efficiency and in some
cases they are non-profit-making. The other types of specialty food service
establishments are those whose focus is on maximizing the uniqueness of food and
beverage concepts. The concepts range from quick services to fine dining with an
emphasis on unique features such as health-conscious market — salad bar, Non Genetic
Modified (organic) food and beverage, and niche market — specialty coffee shops, pastry
shops, ice cream bars.

ACTIVITY 33

e Explain the differences between an Independent and Chain Ownership Restaurant
e.g. Café De Coral with an example.

ACTIVITY 34

e (Can you give three examples where a major restaurant brand name is operating
inside a hotel in Hong Kong?
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Food Service

Establishments

Independent Chain In hotel Specialty
Hotels Hotels Own restaurants Universities /
Colleges
Restaurants Restaurants Brand name Prisons
restaurants
Cafés Cafés Coffee shops Military

Fast food outlets Themed Niche market
restaurant

Fast food outlets

Figure 16 Chart of typical food service establishment
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3.1.3 Types of Food and Beverage Services

The different types of food and beverage services are the result of the formulation of
restaurant concept. Concept is formulated to attract a certain group or groups of people,
and it is integrated with atmosphere, menu, location, marketing, image, and ambience.

Fast food outlets
Customer demand has resulted in a rapid growth in fast food outlets here in Hong Kong.
There are a variety of establishments offering a limited to very comprehensive choice of
popular foods at reasonable prices. Some establishments may be small and suited to the
local area offering local delicacies, whereas others may be part of a national or
international chain employing a particular theme, e.g. the type of food and range of items
available depends on the type and location of the establishment.

e There is little or no waiting time

e Food can be consumed either on the premises or taken away

Hong Kong fast food

Traditional restaurants

Food and restaurants are an important part of life in Hong Kong because of the type of
society and culture here. We patronise restaurants several times a week to socialise, on
family and celebratory occasions such as birthdays and Lunar New Year celebrations,
and also to eat and drink for breakfast, luncheon or dinner. They offer a place to relax
and enjoy the company of family, friends, school colleagues and associates. As a society
we are spending an increasing amount of our money on food items away from home.
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Traditional restaurants:
e Use local ingredients
e Cook and serve a variety of traditional foods and beverages
o Cater to dietary requirements
o Alcoholic and non-alcoholic beverages are available
e Cater to a local clientele as well as international visitors

Cafeteria

A cafeteria is a type of food service establishment in which there is little or no table
service. It is either a restaurant or within an institution such as a large office building or
school. A school dining location is also often referred to as a canteen or dining hall.

A cafeteria can also be a restaurant in which customers select their food at a counter and
carry it on a tray to a table available after making payment, if necessary.

It is also a dining area in an institution where customers may select meals at a counter
which are then purchased. Alternatively meals may be brought in from elsewhere and
consumed on the premises.

Different methods of self-service for customers

e Counter: Customers line up in a queue at a service counter and then choose their
menu items. The chosen items are then placed on a tray and taken to the payment
point.

e Free flow: The selection is counter service. Customers move at will to random
service points exiting via a payment point.

e Supermarket: Island service points within a free flow area. The menu items
available at cafeterias usually cover a variety of tastes, e.g. rice or noodles with a
choice of vegetable, meat or fish. Soups, sweets and beverages are also available.

Café
A small social gathering place (shop) which sells food and drink. Customers order their
food from a counter and serve themselves before paying. Cafés are also:
e Somewhere you can go for afternoon/morning tea, light lunch or coffee.
e Because of their popularity they are now often developed into more of a
restaurant with a full range of food and beverage services.
e There is a more casual atmosphere.
e Hong Kong is gradually developing a "Café Culture". In Europe, the Americas
and Australasia, cafés have developed widely over the last few years.
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Café in Hong Kong

Activity 35

Explain the differences between a Cafeteria and a Café.
Which would you prefer and why?
What type of service style is used in each?

Bars

A bar can be part of a larger operation, like a restaurant, or it can be an individual
business. The physical set-up of bars is critical to set the ambience and the theme of the
establishment. A bar also allows guests to meet and socialise for both business and
pleasure. There are many bars in Hong Kong, mostly in tourist areas and scenic locations,
eg Lan Kwai Fong, SoHo, Tsim Sha Tsui, Wan Chai, along the harbour front and The
Peak. Most bars will have a quick snack menu available for the guests to choose from.
The profit percentage from beverages is higher than that from food and, unlike food,
beverages can be held over if not sold. Themes of bars vary according to their location,
eg Mexican cantina, African bar, British pub.

Lan Kwai Fong
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Bar in a Hong Kong restaurant

ACTIVITY 36

There are many theme bars in Hong Kong. Search the following areas and list
four different theme bars that you can find?

Lan Kwai Fong

SoHo

Tsim Sha Tsui

Wan Chai
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3.2 Food and Beverage Service Principles
3.2.1 Basic Knowledge of Menus, Food and Beverage Services
and Kitchen Operations

Menus were once used as a list of foods in a random order that the patron would choose
from, including raw, prepared and cooked items. Not until the 19" Century did menus
become more individual with different courses defined. With the formulation of menus,
other things began to influence their structure such as the artistry and flair of different
cookery methods and the creation of different styles or dishes named after famous people,
e.g. Peach Melba, named after Dame Nellie Melba, a famous opera singer of her day.

As more people moved and settled from country to country they brought with them
different styles of food and service resulting in a broad variety of restaurants offering an
assortment of ethnic dishes. There are many types of food, service styles and menus on
offer in Hong Kong that satisfy different budgets and tastes.

Establishing a menu format is helpful in ensuring that each of the five food groups is
represented. This will make certain that healthy balanced items are available from the
menu. There must be at least one food item from each category on the menu:
1. Sarchy foods: Potatoes, pasta, rice, noodles
2. Fruit and Vegetables: Mango, melon, broccoli
3. Meat, fish and other non-dairy sources of protein: Meat e.g. pork, beef, chicken;
fish e.g. grouper, sea bream; non-dairy e.g. tofu, red beans, soya products
4. Milk, eggs and dairy foods: Cream, cheese, yogurt, sour cream
5. Fat-containing Foods and sugar-containing foods: Cheese, bacon, eggs, fatty
cuts of meat. Dried fruits, canned fruits, sauces and soups, sugar-containing ice
cream
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The Five Main Food Groups
There are many ways in which a person can stay healthy throughout their lifetime. One
way to stay healthy is to eat a balanced diet. The food pyramid shows the five main food
groups, and how much of each of them a person should eat to maintain a balanced diet.
The five main food groups are listed below, with information of each provided.

What isa Serving?

An individual quantity of food or drink taken as part of a meal.

An individual portion or helping of food or drink.

Bread, Cereal, Rice and Pasta

To maintain a balanced diet,
a person should eat about
6-11 servings a day from this
group. The food from this
group gives your body
energy.

Milk, Yogurt and Cheese
To maintain a balanced diet, a person should eat
about 2-3 servings a day from this group.
The food from this group provides you with
calcium, which makes your bones and teeth hard.

To maintain a balanced diet, a person
should eat about 2-4 servings a day from
this group. The food from this group helps
keep your body healthy as fruit contains
many vitamins.

Meat, Poultry and Fish
To maintain a balanced diet, a person should eat
about 2-3 servings a day from this group.

The food from this group provides your body
with protein, which helps your body grow
strong. Nuts and beans are also in this category
as they also provide protein.

R VL T

Vegetables

To maintain a balanced diet, a person
should eat about 3-5 servings a day from
this group.

The food from this group provides your
body with vitamins, just like the fruit group.

Figure 17 The Five Main Food Groups

For more information on the food pyramid and health, visit:

http://www.dr pbody.com/nutrition.html
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ACTIVITY 37

Name two menu items for each of the five food groups listed above that would be
suitable when designing a well-balanced menu:
Sarchy foods

Fruit

Vegetables

Meat

Fish

Non-dairy protein

Milk

Dairy foods

Foods containing less fat

Foods containing less sugar

ACTIVITY 38

You have several friends coming to your house for a dinner this weekend. From the
items that you have listed in activity 37, assemble a well-balanced menu for the
evening, including one non-alcoholic cocktail.
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Types of menu

Atabled hotemenu (non-selective menu)

A table d’ hote menu may only offer one food item from each category of the menu
format and therefore offers little choice. Or it can be a menu at a set price, offering two
or three courses with no choice. For example: Soup, main course and dessert.
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Table d hote menus are a good example of a non-selective menu. The menu is at a fixed
price with set items. It can also be a cyclical menu, e.g. changing every day and rotating
through the month. The guest is seated and served at a table by the waiting staff.

Banqueting menus can also be table d’ hote menus (set menu at a set price) when a large
number of people are served at their table at the same time, course by course. Sit-down
wedding banquets are a good example.

A non-selective menu would be used in establishments for the following reasons:
e Additional staff are not required in the production
e Simpler and easier to control purchasing
e Less costly due to the limited items required
e Better and easier portion control

ACTIVITY 39

Give three good reasons why a restaurant in Hong Kong would choose to serve a
table d’ hote menu to its customers during the Lunar New Year.

ACTIVITY 40

Among the restaurants that you know or have been to recently, which of them
offer a table d’ hote menu? Make a list and see how many you can name.

Selective A table d’ hote menu (non-selective menu)
A selective menu offers at least two choices from each of the food groups in each
category.

A good example of a selective menu would be:

A la carte menu

This is a menu with all the dishes individually priced. Items on the menu are prepared
and cooked to order. All items on the menu are listed at a separate price and the guest is
served at a table.
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ACTIVITY 41

Give three good reasons why a restaurant in Hong Kong would choose to serve
an a la carte menu to its customers during the Lunar New Year.

ACTIVITY 42

Among the restaurants that you know or have been to recently, which of them
offer an a la carte menu? Make a list and see how many you can name.

Carte du jour

This menu is a list of dishes that are available from the restaurant on a particular day.
Customers can choose from this list which may be given to them as a menu card, written
on a blackboard or introduced verbally by the waiter/waitress.

Cocktail menu (finger food)
This menu consists of small items (no more than two bites). There is usually a selection
of items — canapés, hors d’oeuves. Service staff will circulate with a tray of items which
are offered to the standing guests.

e Usually no menu card

e Dishes can be hot or cold
Visit this website to learn more about cocktail foods.
http://entertaining.about.com/od/hor sdoeuvres/Hors DOeuvres Canapes and_
Finger Foods.htm

Children’s menu

A children’s menu can be a la carte or table d’hote and offered in conjunction with an
adults” menu. Puzzles and pictures are often found on the menu. The dishes can be
prepared very quickly with smaller portion size and lower pricing when compared to a
normal menu. This kind of menu is usually available in theme restaurants. Visit these two
web sites to look at some children’s menus.

www.j oetheismanns.com

http://allear s.net/menu/menus.htm

The first decision to be made in developing a menu is to determine the frequency of
change. A fixed menu is much simpler than a daily-change menu. Daily-change menus
are required for many types of institutional food services.

e Completely fixed menu
Fixed menu with seasonal changes
Fixed menu with changing specials
Complete daily changes
Cyclical daily changes

e Daily changes with standard items
A common arrangement is to have a fixed menu for breakfast and changing menus for
lunch and dinner.
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Cyclical menu
A cyclical menu is compiled to cover a given length of time, e.g. one, two, three
month(s), and usually consists of a number of set menus for use in the business. These
menus are usually available in industrial catering establishments, cafeterias, hospitals,
prisons, colleges. The length of the cycle depends on:

e Management policy

e The time of year

e Foods available

e Cost of items to prepare

ACTIVITY 43

There are several reasons why a restaurant or hotel may choose to use a cyclical
menu. Can you give two good reasons?

ACTIVITY 44

Among the restaurants that you know or have visited recently, can you name any
of them that use a cyclical menu?

Healthy menu

You can plan your own menu so as to enjoy delicious food easily while providing your
body with important nutrients that are most needed for specific health conditions. Spark
your imagination in creative ways to mix and match the recipes and the foods to create
deliciously satisfying meals. Use the five main food groups to balance the menu.

A selective menu would be used in establishments for the following reasons:

e Often less expensive as the menu can be balanced with less expensive items.

e There is an increased level of food acceptance as customers can make their own
choices.

e Can also encourage correct eating habits from the five food groups.

e Fewer leftovers as customers will eat what they have selected.

e A large quantity of food is not required as you have more varieties to choose
from.

ACTIVITY 45

What are the differences between a selective and a non-selective menu?

ACTIVITY 46
Match the description on the left with the appropriate menu on the right.
1. Menu items are restricted in number a. A la carte
2. Of'the day's menu b. Table d'hote
3. Repeats menu after a predetermined period c. Du jour
4. Offers separate food items at separate prices d. Limited
5. Offers several food items at a single price e. Cyclical
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Different styles of table service
There are three main table service styles: American, French and Russian.

American service is particularly suited to banquet service. It means all the glass and
silver, plus napkin and perhaps a service plate, are on the table when guests arrive.

Plate service means waiters serve only plates, which are plated (prepared) in the kitchen.
This is the style of service used in hotels and restaurants today.

A la carte setting
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French service: All the food is presented to the guests seated at the table at the same time.
In Service a la francaise ("Service in the French style"), all the food is brought out at
once in an impressive display. The guests serve themselves, as often as each of them
wants. When a guest places his knife and fork together on the plate it signals that he has
finished his meal. The service keeps coming until guests indicate that they have finished.
Essentially this service was appropriate for banquets in private homes of the aristocracy
and rich. This style of service may also be called Family service (the main dish may be
plated or silver served — see below).

Restaurants have not found this service appropriate due to money, time and staffing
constraints. Because of this, Russian service became the norm until the 1970s when the
use of large dinner plates that were elaborately prepared for presentation by the kitchen
became the trend. (American service)

Banquet setting

Modern restaurant setting

Russian service is essentially derived from French service. Service a la russe ("Service in
the Russian style") is a manner of dining that involves courses being brought to the table
in succession.

Its main feature is the preparation of a large platter in the kitchen which is served by the
waiter to the guests, using usually a fork and a spoon in the right hand while holding the
platter in the left hand. This is also called Full Silver Service. The presentation of the
platter to the guests is part of the visual presentation of the food. This style also helps to
control food costs — an innovative idea when it first appeared.
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In Service a la francaise, the dishes, at least in each course, are arranged spatially but
presented to guests all at once. In Service a la russe, the dishes are arranged temporally,
1.e. served in succession, one after another. Plus the dishes are all offered to the guests by
waiters, not passed by the guests. Instead of offering each guest a different assortment of
dishes, everyone is offered the same dishes throughout the meal. Also, with Service a la
russe, roasts are carved in the kitchen or on a sideboard, making it easier for the guests to
select the portion they desire.

Seating for a large booking at a Hong Kong
restaurant

ACTIVITY 47

Indicate the differences between American, French and Russian service styles. Tick
the appropriate boxes.

Servicestyle | Waiter Silver Guests Plated food | Serving
service service serve items utensils
themselves | served used
American
French
Russian

Buffet is a meal-serving system where patrons serve themselves. It is a popular method of
feeding large numbers of people with minimal staff. Customers select food from a
display, and it is consumed either seated at a table or standing.

There are different types of buffets. One form is to have a line of food serving sections
filled with fixed portions of food; customers take whatever food items they want as they
walk along and pay at the end for each dish. A good example is a cafeteria.

Well-known in Hong Kong is the all-you-can-eat buffet, where customers pay a fixed
price and help themselves consume as much food as they wish in a single meal. This type
of buffet can be either breakfast; luncheon or dinner and is found often in restaurants,
especially in hotels here in Hong Kong.
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As a compromise between self-service and full table service, a staffed buffet may be
offered. Here diners bring their own plate along the buffet line and are given a portion
from a server at each station. This method helps reduce food wastage and is becoming
more common in Hong Kong.

Another style of buffet is the traditional buffet offered in Sweden, the smorgasbord,
which literally means table of sandwiches.

Buffet in Hong Kong

Buffet in Hong Kong

Dessert buffet in Hong Kong restaurant
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ACTIVITY 48

Write about the last experience you attended a buffet, either in Hong Kong or abroad.
How may different food items were offered?
What was the service like?

Was there sufficient food offered during the entire buffet?

Counter, Cafeteria or Self-service

Customers collect a tray or plate from the beginning of the service counter and move
along selecting their meal and then pay and collect appropriate cutlery. Customers may
stand or sit while dining, and may also take food away. Schools and work cafeterias are
good examples.

Tray line
Queuing in a line past a service counter and choosing menu requirements.

Kitchen layout for different food and beverage services
The choice of service methods and kitchen layouts will depend upon:
e The customer service specifications
o Methods of service
o Hours of opening — breakfast, lunch and dinner
e Capability of the staff
e Workers’ safety — layout should safeguard the workers by eliminating hazards
e Movement — the layout should provide easy movement of materials and workers.
Cross traffic should be minimized.
e Capacity of the operation
o Fast food
o Fine dining for 150 guests
o Banqueting for 500 guests
o Family restaurant
e Equipment available and efficient use of equipment
e Extent and size of the menu
e Methods of services — serviced or self-serviced:
o Serviced facilities include
- Table service
- Counter service — Japanese sushi restaurants, salad specialty shops,
ice-cream and pastry shops
- Room service — primarily in hotels
o Self-serviced facilities include
- Takeaway
- Cafeteria (used primarily in universities and hospitals)
- Fast food
- Vending machines (snacks and soft drinks)

Before a kitchen is planned, the management must consider their goals and an objective
in relation to the establishment’s marketing strategies. The menu will determine the type
of equipment required, number of staff employed, positioning of the business and the
type of customer.
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Hotel Kitchen Floor Plan

3.2.2 Ambience of an Establishment

Atmosphere refers to the overall feel within the restaurant, and it conveys an image as
related to the guests, the menus, and the types of service. The special atmosphere or
mood created by a particular restaurant environment is its ambience. An intimate
ambience can be created by low-key lighting reflecting deep shadows, creating feelings
of romance, or bright lighting which could convey a cheerful ambience of joyfulness and
happiness. Besides, the colour of the lighting can also affect the atmosphere and
customers’ feelings, so as the music being played in the restaurant which can have an
emotional effect on people; sad or joyful songs, loud or soft music can set a subdued,
formal or informal scene and atmosphere in a restaurant. Scent is another way to set an
appealing ambience of a restaurant; freshly brewed coffee or the aroma of freshly baked
bread, cakes or chocolate are always alluring to guests and in some cases conjure up
happy memories from childhood.
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Other factors can also affect the ambience of a restaurant:

Décor

The décor of a hotel or restaurant is the style of interior furnishings. For a business in
hospitality to survive it needs to measure up to every detail that ensures a comfortable
and pleasurable stay for the guests as well as the food and service. Along with other
factors, decoration is an integral part of the hotel and restaurant business. Interiors of
many hotels are in line with the particular hotel design concept, and each hotel or
restaurant can be decorated individually — conventional, classical or contemporary as the
case may be.

Lounge area in a Hong Kong
restaurant
Uniforms
A uniform is a set of standard clothing worn by an employee of a hospitality organisation
while participating in that organisation's activities.

The use of uniforms by hospitality businesses is often an effort in branding and
developing a standard image. It also has important effects on the employees required to
wear the uniform. To maintain the high standard and ambience of a business, uniforms
need to reflect image and brand identity through their colour, freshness and cleanliness.
In some establishments a laundry department will launder the working uniforms or
clothing for the employees. If this is not the case then laundering can be outsourced.

Senses
Sight — the perception of visual space depends on a combination of lighting, decoration
and colour. It should provide both psychological and physical sense of freedom.
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Touch — the perception of comfort while a guest is sitting in the restaurant including
physical contact with table, tableware, seat and floor coverings.

Hearing — the perception of overall noise levels including guests’ conversation, in-house
music, kitchen sounds, machinery and equipment (air conditioners, coffee makers,
microwave ovens), servers’ conversation and outside noises (cars, shoppers,
improvement works).

Smell — the perception of cooking aromas, effectiveness of ventilation and air pollution
in the neighbourhood.

Temperature — the perception of air temperature in particular outdoor dining (poolside
dining, alfresco dining), cooking heat and relative humidity.
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Table settings

The table setting also portrays the image of the business and the ambience of the dining
areas. The setting should have a centerpiece that performs a solely decorative function.
Care should be taken not to make the centrepiece too large so that there will be sufficient
room to place serving dishes.

High standard hotels and restaurants usually have white linen table cloths and napkins.

Napkins can be folded into many different designs and shapes to add a decorative
atmosphere to the restaurant.

A

I

Tt - owniEh desiert pedr

(S TR

A 4a carte coverfheu cover 22 meny cover, With small spoon
A la carte setting Table d hote setting
Figure 19 Figure 20
A lacarte

Menu with all the dishes individually priced. Cooked to order. List of dishes.
Table setting: Large joint knife and fork
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Tabled hote
Menu is at a set price, usually with two or three courses. Fixed price.

Table setting:

Formal dinner setting

Formal dinner setting in a Hong
Kong Restaurant

Depending on the type of service, utensils are placed about one inch from the edge of the
table, each one lining up at the base with the one next to it. The glasses are positioned
about an inch from the knives, also in the order of use: white wine, red wine, dessert
wine and water tumbler. A well-laid table can add atmosphere and ambience to any
restaurant.

Formal dinner setting
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Lunch setting in a Hong Kong restaurant

Lunch setting

Items of silverware and glassware used in hotels and independent restaurants follow:
T Hii T

White wine agis water goblet, pepper mill, sat and pepper shakers, sugar bowl,
red wine glass, flower vase, toothpick holder
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Toothpick holder
Butter dish

Soup spoon
Dessert spoon
Butter knife

Fish knife
Salad/dessert knife
Dinner knife

Salt and pepper shakers, escargot tongs, servige fork spoon, escargot fork,
salad/dessert fork, dinner fork
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ntrée plate

Soup Bowil
Flower Vase
Soup Cup & Saucer

Bread and Butter Plate

Demi-tasse cup
and saucer,

Coffee cup &
Saucer

Sugar bowl

Milk jug

Hot water pot, tea'pot, coffee ioot
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__‘_'_ i Champagne flutefute

S Pilsner glass

* _.:-.' » L T—Margarita glass
r{! L 7= Special cocktail glass

-

&\‘ Martini glass

Champagne flute
Balloon glass
Liqueur glass

Port glass
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ocktail shaker
easuring jug

Ice bucket and tongs

Boston shaker

Wine stopper, wi spourer,w ne bottle opener, zester, Hawthor%%rai , ice scoopbar
knite & spoon

I~

Wine bucket and stand

ACTIVITY 49

Describe the place setting for an a la carte dinner at an up-market restaurant.
Describe the place setting for a table d’ hote lunch at a local restaurant.

ACTIVITY 50

Describe the differences between the ambience of a restaurant and the décor.
Does each have an impact on customer expectations of service and quality?
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Themerestaurants

Theme restaurants are those in which the concept of the restaurant takes priority over
everything else, influencing the architecture, food, music and overall 'feel' of the
restaurant. It is usually emphasing fun and fantasy, glamorizing or romanticizing an
activity such as sports, travel, an era in time or almost anything (Walker, 2005). The food
usually takes a back seat to the presentation of the theme, and these restaurants attract
customers solely on the basis of the theme itself. According to Martin Pegler
(Pegler,1997), theme restaurants are divided into six categories:

*  Hollywood and the movies

*  Sports and sporting events

*  Time — the good old days

*  Records, radio, and TV

»  Travel — trains, planes, and steamships

*  Ecology and the world around us

Popular theme restaurants in Hong Kong (excluding ethnic cuisines) include:
*  Hard Rock Café — Records

*  Charlie Brown’s =TV /The good old days

*  TGI Friday’s — Theme of fun

*  Jumbo and Tai Pak Floating Restaurants — Travel

*  Modern Toilets —Theme of fun

Some restaurants and hotels theme their business for a particular event or occasion. Many
hotels are decorated for special occasions such as festivals, Christmas, Lunar New Year
or Mid-Autumn Festival, or for different promotions. Food and wine festivals organised
by different F&B outlets and special events like book and product launches or corporate
events and private functions are also reasons for hotels, or certain parts of it, to dress for
the occasion.
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Themed menu

ACTIVITY 51

How many different theme restaurants are there in Hong Kong? Type “Hong
Kong Restaurants” into your search engine and locate restaurants that fall into
this category.

ACTIVITY 52

Name three factors that will make a hospitality outlet into a good Theme
Restaurant.
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3.2.3 Menu Planning and Design

Everything starts with the menu. The menu dictates much about how your operation will
be organised and managed, the extent to which it meets its goals, and even how the
building itself — certainly the interior — should be designed and constructed. It is the
foundation upon which the layout and other design functions are based. The menu
influences every basic operating activity in a food service organization, it affects
management decisions about:
e menu items which reflect a balance between profitability and popularity and are
some of the most important decisions that food service managers have to make
e the usage and the space of and equipment requirements for the food service
facility
e the production methods
e sources of food and staples suppliers

The menu, or bill of fare, is a/an:
e Dbasic document in food and beverage operations
e printed document which informs patrons of the products offered
e integral part of all other functions of any food or beverage outlet

We can therefore consider the menu to have two broad uses:
e Asaworking document for the back of house (kitchen)
e As a published announcement to patrons out front
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Objectives of the menu

Menu items are selected which please the customer and are either profitable (for a
commercial operation) or affordable (for a non-commercial operation)

To establish standards on which to base other activities in the operation, eg either
a large five-star hotel in Hong Kong or a small restaurant in Tsim Sha Tsui or
Causeway Bay

To identify the food and drink to be offered, portions to be served, quantities and
quality of food and beverage ingredients to be purchased

The menu and service style contribute in a big way to the business’s market
image

Menus are effective marketing tools if they are designed with the needs of the
target markets in mind

ACTIVITY 53

Consider:

The factors which influence or constrain the choice of products to be offered on a
menu, and how the resulting menu will affect other activities in a business.
Imagine that you are having a dinner party with some friends. What are the
factors you would take into account when deciding what to serve them for
dinner?

ACTIVITY 54

List five objectives that need to be considered when planning a menu for a new
restaurant in either Happy Valley or Yau Ma Tei.

Planning

The menu is the plan used to achieve the organisation’s profit objectives and to satisfy
customers’ desires. The main objective of Menu Planning is for the business to make a
profit while catering to its customers needs, using all available ingredients, equipment,
physical surroundings and skills of its employees at a reasonable cost.

Important pointsto consider when planning a menu

The type of customer to be attracted

The cost and price of the menu, and food items

The supplies that are needed to deliver the menu requirements

The kitchen size and the staffing skills needed

The type of equipment that is available in the kitchen

The balance of the menu (light to heavy, and then back to light again)

A well-planned menu must satisfy guest expectations:

Reflect your guests’ tastes
Reflect your guests’ food preferences
Ascertain your guests’ needs
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Besides, the planning of a menu must achieve its marketing objectives by taking into
account the followings:
e Location of the business, e.g. near an MTR station or other public transport
services, located on Nathan Road or in Central or Causeway Bay
Times of opening and closing
Prices that cater to the market segment are identified
Quality of food and service, e.g. formal dining at first class hotels or restaurants
Specific food items available to the customers at certain theme restaurants, e.g.
TGI Friday’s, Hard Rock Caf¢
e Socio-cultural elements, e.g. due to the many nationalities present in Hong Kong,
each needs to be considered when planning a menu

Planning a menu will also help to achieve the quality objectives of the business.
Quality standards:

e Flavour, texture, colour, shape and flair of the dishes offered

e Consistency, palatability and visual appeal

e Aromatic appeal and temperature of each item

Nutritional concerns:
A balanced diet is important in this fast-paced modern city of Hong Kong. When
planning a menu, customers’ preferences for low-fat, high-fibre diets and vegetarian
food items also need to be considered.

ACTIVITY 55

Again, assuming you're planning a dinner party, write down a menu you feel
would be suitable to serve your friends.

Now, jot down how your proposed menu would affect the followings:

e Purchasing the ingredients

e Storing the ingredients

e Production of menu items

e Serving menu items

ACTIVITY 56

Indicate which points need to be considered when planning the following menus?
Tick the appropriate boxes.

Menu Customer Price Items Skill of Equipment
Planning offered staff available

Buffet menu

Themed
menu

A la carte
menu

Table d’hote
menu
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Design

Basic factors of menu design

First impression is always important; the entire menu should complement the operation
of the business. Some menus are built around the history of the establishment or the local
area, the cultural setting, cuisine or theme of the restaurant.

The menu cover should reflect the identity or the décor of the restaurant and should also
pick up the theme, which is effective in creating the correct image.

The paper or card chosen needs to be of good quality, heavy, durable, stain and grease
resistant.

Menu design should be unique, simple, highly recognisable, and should develop a
relationship with customers. Recognisable designs and symbols can be carefully chosen
to appeal to the target market identified.

The style of print should be easily read and well spaced. Customers also recognise and
interpret colour differently. Colours are often identified with elegance, wealth,
sophistication and other symbols, e.g. navigation lights for shipping and aircraft — red
port side, green starboard side. Through the use of colour, fast food outlets design menus
to attract customers quickly.

Book-folded menus

The task of the menu writer and designer is to direct the customers’ attention to the menu
items that the restaurant wishes to sell. A well-identified pattern of customers’ eye
movement can be followed: What the customer sees first after opening a window-folded
menu is the centre inside panel, therefore it is important to use the centre panel to
promote items you most wish to sell. With a book-folded menu the customers’ eyes
move from the lower right-hand panel to the upper left-hand panel.

Clip-on inserts in menus may be used to advertise daily specials and upcoming events.
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Menus that contain little information and no descriptions usually fail to inspire customers.
A menu should be accurate and honest in its attempt to inform and describe and, above
all, reach customers’ expectations.

A Window-folded menu
‘:#-.\i&’ k.
A window--folded menu
ACTIVITY 57

From the information you have read above, list six factors that will make your
menu design unique and therefore stand out from those of competitors.

ACTIVITY 58

Again assuming you're planning a dinner party, think of a theme you like and
design a menu you feel would be suitable to serve your friends involving this
theme.

Take into account the following aspects of menu design:

Book-folded or a single sheet

Colour

Type of card or paper used

Language used and the font size and type

Size of the menu

Cover design

Artwork used in the design

Menus as a promotional tool

A menu is anything you use to communicate with your potential customers by showing
them what your restaurant has to offer. There are different types of menus including
traditional hand-held menus, elaborately-printed menus, menu boards and even verbal
menus. Not only does a menu play a major role in establishing market position and
reaching customer expectations, it is probably the single biggest merchandising and
marketing tool you have. Unfortunately many restaurateurs underestimate the role a
menu plays in influencing guests’ selections and miss out on major sales and
profit-building opportunities.
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Virtually everything that is undertaken in the restaurant and how the establishment is
perceived in the identified market is linked to the food and menu. The menu in large part
defines your restaurant’s image and elevates or lowers your guests’ expectations. Having
a stained, dog-eared menu handed to you is not a great way to set the tone for a
memorable dining experience. Periodic changes of menus allow restaurants to offer
customers with new dining experience. Some common categories of frequency of change
of menus are:

Type of menu Features

Completely fixed *  Most fast food operations

menu * [tems in the fixed menu are added or
dropped for popularity or profitability
consideration

Fixed menu with * Most food operations

seasonal changes * Changes a few times a year for
seasonal food items

Fixed menu with *  Most food operations

changing specials * Specials in the fixed menu may be
changed daily

Complete daily * Most food operations open for a limited

changes period of time during the year such as

summer camps or resorts
e Menu has a limited number of food
items
Cyclical daily changes » Universities, hospitals and institutions
* Fixed with a number of set menus

Source: Kazarian, E. (1989). Foodservice facilities planning (3"d.).

A booI‘<-foI ded menu

In addition to the above basic factors of menu design, the frequency of change of menus
could be another marketing tool a restaurateur should consider in communicating with
potential customers.

ACTIVITY 59

Can a menu be used as a marketing tool? List three changes you would like to make
on the menu below to improve its marketing potential:
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A book-folded menu

ACTIVITY 60

Visit several restaurants or hotels, either in person or through their web sites.
Look at their menus and identify the areas that are good and not so good. What
can be changed to improve its potential as a promotional tool for marketing the
establishment? Comment on the followings:

Typeface

Page design

Colour

Language

Size

Cover

Paper

Shape and form

Artwork
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3.3 Food Safety and Personal Hygiene

Information from the Centre for Food Safety, Food and Environmental Hygiene
Department covering key points in food safety and personal hygiene.

Acknowledgement: Reproduced with permission from Centre for Food Safety,
Food and Environmental Hygiene Department.

Fand Sxafaty Plan

117



Introduction to Hospitality

Contents

Chapler 1
Chapter 2
Chapter 3

Chapter 4

Chapter 5

Introduction

What is a Food Safety Plan
How to implement a Food Satety Plan

Stage 1: Planning
Stage 2: Draw o flow diogram
Stage 3: Devslop o Food Safsty Plan

Sep 1 Ust hazaeds

Sep 2 Idanitify praveniive measures and thalr control Iimits
Step 3 Establish monitoring procedurnes

Sapd  Establish comedlive adlons

Sep 5 Keep moonds

Sep & Check and review

Examples of application of Food Safety Plan

Basic requirements for a Food Safety Plan

TmoO© >

Cleaning and sanliation
Parsonal hyglers

Pest confrol

YWoste disposal

Staft fraining

Handling customer complaints

Relevant websites

Appendix

DENOGNELN =~

Maiin foctors contbuting to oulbreaks of foodbame ilinesses

. Temparature danger zons

Examples of hazards

Food Sabety Plan Watksheet — Production Flow Chant
Food Sabety Plan Workshesl

Approved Suppliers Record Form

Unqualified Suppliars Record Fam

Purchasing Record Farm

Racond Form for Recetving Frazen Products

Racand Form for Recatving Chillad Praducts

. Record Form for Receiving Dry Products
. Temparature Log

. Cormachive Achion Fecord Fam

. Cleaning Schedule Recard Famm

. Past Conlral Inspachion Fecord Form

. Past Control Monitorng Record Farm

. Sioft Training Record Farm

. Cuslomer Complaint Recosd Fom

. Manager Selttrepection Checklist

118

16

23
24



Introduction to Hospitality

Chapter 1

Recently, a number of foodbomes Hlinesses occured worddwide have aroused the concern and
ansely of the public cbow food salety, Mot of these loodbome ilinesses are caused by
mishandling or Improper preparation/storage of food by food handlers (Appendix 1), In order 1o
ensure food safety and prevent lood poisoning, ol food businesses including loed service
organisolions should comply with the exiding feod requlalions as well as prepare thair cwn Food
Safety Plan (FSP) based on the principles of Hazard Analysis and Critical Central Paoint [HACCF)
Fyalem,

=
2
b
[
=
-0
O
-
=

HACCP adepts a proactive approach lo anficipate the occurrence of potential problams
during the food production process and to Implement measures designed 1o prevent the oocumence
of thess problems.

HACCP system has besn adopted wotldwide by many food manufacturing companies.
However, o “clossical” HACCP system is generally not considered feasible in the food service
organisations due to the mulliplicity of food products, lack of standardised methods, lack of
systematic production planning as well as lack of experiise 1o develop the HACCP system.  This
document contains an FSP based on the principles of HACCP in arder o assist mancgens of food
service organisations 1o tackle the above problems and ensure food safety, including:

1. on culing of the stages invelved in developing an FSP;

2, a list of patential problems that can eccur during food production in catering opsrations;
and

3. a list of control measures that can be applied generally to most catering operations and
advices on when and how these control measures can be applied.
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Chapter 2

An FSP 13 designed to identify and prevent possible food salety problems (hazards] in order to
enharce food safety. The problems may relate to the purchase, receiving, storage, preparation,
cooking, packaging, ransport or display of foed,

There are six elements in an FSP: 1

1. List food sofely problems [hazards) al each slep of the foad processing
~ [e.g. purchase and receiving of food)

Identify preventive measures and their control limits
Establish monitoring procedures
Establish corrective actions
~ Keep records
Check and review

Lo B 2 8 (o 2

Appropricte Implementation of fhe above elements, together with the application of ome
basic proctices [e.g. deaning and sonltalion, persenal hygiens, pest conlrol, waste disposal and
staff training], will cerisinly prevent focd safety preblems during the food praduction
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Stage 1 Planning

Praliminary planning and preparation will be sstentinl belore developing your F5E. A
coordinolor for developing an FSP should be appointed and adequate authorifies and resources
should also be provided.  The coordinator must hiave basic knowledge of food salety and must be

tariliar with the propenies of food as well as its processing procedures

Stalf shauld be made awara of the changes and benslits that will resull from the inreduction
of the FSP. The FSP will only work iF each siall member knowa thair role in the plan, and s
committad to making It work.  To reduce the anxsty of stalf, the FSP should bs introduced in
phases over a perlod of time.  For example, the FSP could be infroduced inltially tor just the Kirst
slep of the cotering operation [l.e. purchase of raw materials), maoking sure that the firsl step s

wierking propardy before mening anto the nest slep

7 to implement a Food Safety Plan?

ol s &
JY

3
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Chapter 3 How to implement a Food Safety Plan?

Stage 2 Draw a flow diagram

A flow diagram should be drawn showing each step In the opsration, from purchase of raw
materials to serving food o consumers.  The flow diagram shown here is o generic example for o
catering operation which should be tailored o sach individual operation. Each of the steps of the
oparalien con be considered o contral peint 1o prevent focd salisty problems.

* poss: "Disploy” is opplizable b businesses providing bullets
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Stage 3  Develop a Food Safety Plan
Step 1 List hazards

A hazard 15 anything that may cause a food to be unsale for human
consumption (Appendix 2], Use your flew dingram o Identify all the
hazards [food safety prablams) assecioled with sach skep

Examples of problems:

l.  Raw materials contain harmful micreorganisms
~ [e.g. raw oysters contaminated with Norwalk-like
virus and raw eggs contaminated with Salmonalla)

Il. Harmful micro-organisms grow and produce toxin during processing

WI: Harmful micro-organisms or toxins survive after heating
IV. Food contains harmful chemicals [e.g. ciguatoxin in coral reef fish)
V. Food conlains exiraneous physical objects {e.g. metal, glass fragments)

Of thess, harmbul micrarorganisms as well as toxins produced by theemn are lkely o be the mast
impartant prablems that couse feodbome illnesses.

Step 2 Identify preventive measures and their control limits

List the measures and contral limits that can be wsed 1o address the identifisd problems [ie.
those identified at shep 1] at each step of the calering eperation. A contrel limit is a valus o
measurament [sch as temperature ar acidity] that must be met la ensure sofety of the prodiet.

Examples of preveniive measures and their contral limits are:

Preventive measures Control limits 1

'l.. Using reputable suppliers Products bought from approved/
= licensed ond reputable suppliers

Il. Adequate freezing or chilling Frazen/chilled foods should be
i stored at —18°C/4°C or below

lll. Using proper warys to thaw Frozen foods should be thawed under
frozen foods = refrigeration at 8°C or below
= coal running water in waterproof

IV. Cooking thorough During cooking the core food
e |y temperature should reach 75°C or
above
V. Proper cooling Cooked foods should be cooled from
43°C to 20°C in two hours and then

to 4°C or below in the next four hours

W
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Chapter 3 How to implement a Food Safety Plan?

Step 3  Establish monitoring procedures

The manitaring of contral limits will ensurs that any loss of contral (1.6, deviation from contrdl
limits] can be identified o that comective acliens can be aken bshore the product becomss vnsals.
The methods veed should bs kept as simple os possible.

Exomples of monitoring procedures includa:

. Cooking temperature and time measurements

Il Visual chearvation of "use by" date and stock rotation

. Visual chesrvation of clesanliness of equipment and work surface

IV, Visual inspection of incoming food ingrediants

Sirmple and clear work instructions for the contral and menitaring
pracedurss should be davelopsd tor staff 1o refer 1o:

. Whatis to be checked! [e.g. the cooking temperature)

Il. How is it checked? (e.g. use thermometer to measure temperature)
Il ‘When is it checked? (e.g. measure once every half hour]

IV. Who does the check! (e.g. chef assistants)

Step 4 Establish corrective actions
i manitoring procedures mveal loss of confrol, comedive aclions must be taken Immediately.
Exomplas of comsetive actions:

| Reheal the food until its core temparature reaches the predetermined tlemperature [ie.
75°C o above] if the cocking temperalute is Inadequate

Il Adjust or repair the chiller if its tempearature is higher than 4°C
. Clecn the equipmant agaln if it is diry, .

Step 5 Keep records

Maintenance of menitoring records [e.g9. temparaturs
records of the feszer helps evaluate whether praventive
measures are adequate and efficient. You can make rlerence
o the record shests shown in Appendices 3 1o 17 and choose

tha ones that are suitabls for you lo meard the monltoring results.

Step 6 Check and review

In order to ensure that your FSP works properdy, you should perferm a systematic check
pefodically [e.g. onos a weskl. An example of an F5P chedklist is provided In Appendix 18 1o
assist you to develop yout own inspection checklist. The checklist may help you determine areas in
your operafion requiring attenfion and impravement. In addition, you should also review your FSP
al lasl enes o year becouse your operalion of products may change.
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An FSP should also include some basic activities [6.g. cleaning ond sanitation, persanal
hyglens, past conlrol, waste disposal ond staff raining) so that patential problems orising from the
food production process will be prevented mare effectively.  Listed below are the sxomplss of
these activitles.

A. Cleaning and sanitation
Food preparation areas, faciliiies, equipment and all food conlact surfoces should alway: be
kept clean becouss food mesidues and dift may contaminate food resulting in food poisaning. A
cleaning programme should therelors be developed 1o ensure that cleaning and sanltising be
carried out In a systematic, regular and effective manner
The steps hor clsaning and sanitising of utsnsils ars s fellows:
| . Remowe debris by wiping and scraping
Rirnse with waler
3. Clean with defergents
4. Rinsa with walet
Sanitiss with hot water or chamical sanitizers {insiuctions for use ond salety pracautions on
the labsls should always be fellowsd when using chemical sanitisers)
&, Ar dry
In arder to ensure thai ::5-5-c_'min;_; and sanitaticn is carried oul -';-Ha-‘:l-h--‘_—ﬂ-_.n [N Wour premizes, you
should devalop a wallplanned cleaning and sanitation programeme and maintain relevant recards
tor evaluation, A wellplonned cleaning and sanilation programme should include the fellowing

requirements for a Food Safety Plan

- elements:

L

* areas, ulensils and equipment to be cleaned
* frequency of cleaning required for each item
* cleaning procedure specified for each item
*  equipment and methods to be used

* chemicals or systems lo ba used
* the staff responsible for each task
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An example of cleaning programme
STRUCTURE -
Floces End of sach day |Groom, domp mop, baush, | 1. Swaap tha ana
of o required | desagent and saninser 2. Apply dolargent and mop
tha area
3. Usa scrub for aschra seil
4, Birag thoreughly with walks:
5. Bamowe waksr with mop
Walk, window  |Monthly or o2 | Wiping claths, brush and . Ramews diy sail
and calling raguirsd datsigant 2. Piras with watet
3. Apply dekmrgant and wash
4, Firsa with wake
5. Alr diry
FCOD CONTACT SURFACES N =0
Wiork obles and [ Alter use Wiping ciotha, detargent 1. Ramove food debas and
sinks and sanitsar sl
2. Birss with wabar
3. Apply dekrgent and wath
4, Birns with watst
5. Apply sonilisar
&, Ale dry
EQUIPMENT — Tl
Utensib, cuting | Alter sachwe | Wiping clathe, brush, 1. Ramews lood debis and
beards, knives, datsrgant and sanifisas sl
and cthar cocking 2. Biree with walss
aqul prant 3. Apply delrgant and wash
4. Braa with wiker
5. Apply sonifsr
&. Alr diry
Redrigamions, Wshly oo o5 Wiping cloths, brush ond . Bamars leod debiis and
Ireazars and equired detsigant sal
MOMOQE arEm 2. Rirse with walsr
3. Apply dekrgant and wash
4, Firaa with vk
5, Dey with cleon cloths / Alr
dry
D q | ; L W
Door knobs, Dby Doamp chothe and detergent | 1. Bemevs dabis
drawers and 2. Apply delargent
switchas 3. Birsa with damp cloths
d, zwwm papar owal/ Al
Ty

Chapter 4 Basic requirements for a Food Safety Plan

7
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Chapter 4 Basic requirements for a Food Safety Plan

B. Personal hygiene

Good personal hygiene is essential 1o ensure food safsty. Food poizoning baderda may be
present on the skin and in the nose of healthy psople. All food handlers must tharefere maintain a
high standerd of personal hygiene and cleanliness in order to avold transterring food polsoning
micrerorganisms ta food. The fallewing points nesd 1o be considensd by all tecd handlars:

Handwashing
Hands must be washed:
* Balora wadking
* Balore preparing food
* Aler going 1o toilets
¢ Aler handling raw foods

» After licking fingers, coughing, sneszing,
aating, drinking ar smaking

* Aftar touching ecrs, nosa, halr, mouth
or other bare body parts

» Alter touching pimplas or sonas
* After hondling waste

o Alter camying oul deaning duties

* Aftar changing salled clothes
* Aler handling animals

* Ater any ofher unhyglenic practices

Wet hands Apply soap Rul‘t hands for | Rinse hands Dry.hurl:h Turn off the
with warm 20 secon thoraughly with a paper | tap with the
running M rocassary, towel paper towel
A wn a nail bush s WM
;o o m:u!

brush mudt bo ﬂduﬁ

onpt choce andl

sanitary)

18
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Hand care
* Keep fingemails short and clean

e Cover all wounds or cuts on hands or ams completely with brightcoloured waterproal
waund sirip

* Weaar disposable gloves if there is o wound on hands. Change bath gloves and wound
st regularly
Clothing and appearance

* Uniforms and aprons lor clothes) should be clean af the
baginning of a work shifi

* \Wear a hair restraint (hat or haimet]

* Avoid wearing jewsllery while handling and preparing
focd '

* Avoid wsing strong perfumes/aftershaves

* Do not wear uniforms /oprons outide the food preparalion
ared

Personal hygiene practices while handling food

s Avoid r{:ur_'hlng nose, mouth, hair and skin during food
preparaticn

* Do not smoke In food pramises
* Do nat cough or snesze directly onte food. Wash hands alter coughing or sneszing
¢ Wash hands aber blowing nose

® Llsa disposable fissues to wipe hands
Infection
* Food handlers should be ee om any ilinessas such as gastroantelis ar flu

*» Ceass working and report to the managsr when fasling
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Chapter 4 Basic requirements for a Food Safety Plan

C. Pest control

Pasts may contaminate food and cavse foodbome illness. A
pest confrol programme should be developed to eliminate pests
and prevent pasts fram Infesting your food premises. An sffective
past confrol programeme should be able to prevent access, dany
harbourage ond erodicate any pests presant

Design of facilities

* Seal all gaps around fitings or in walls or loors
qar

* Keap doors 1o the oulside closed at-all fimes

* Fit windows open directly inlo food prepanation arsas with screens [with apatiures of two mm?
of less) 1o keep Insecls oul

» Cover ventilation ducts and loor draing

Preventive measures
* Siome food and supplies properly
Cover them propsrly

Stare them at leas! 15am/six inches off the Hioor and
| Sem/six inches away hom walls

- Stare tham at low humidity {50 per cant o less]
— Apiply firsHnfirstou syslem

* Remaove cartons, newspapers, ete. that may alract and harbour
[ests

* Stors and remove garboge propery and regulary. Kesp rehuse
bins covered

* Keap gaboge in seolad plostic bags and inside fightly covered refuse bins
* Clean up spillages of feod immediately
* keap foilets clean and hygienic

Inspection

* |nspect both cubids and inside of premisss lequently [e.g. weskly] for signs of pests

* Check Incoming food and supplies for signs of pasts [s.g. ony pest ks hoboured inside the
packoging of food and suppliss)

* An eomple of o pest contrad Inspeciion record sheat is provided In Appendlix 14
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Elimination
* Lita chemical |'_'|\,-:-Z\'-j'.| o |'_-E-_|'-_u;;i-:-_1 means (e Q roclent fraps] where thers are signs of
praals
* L a zapper o insecticulor fo caplure ang kil By ng Insects Ensure zog pars are nol abave
or within three matres ol a lood preparation or storage arso
* Avoid spraying Inseclicide aver lood preparation surfaces

. I":Irrj O P :'Ir:-.:.: |.:::'{I| |_-|:!:" conbral © _"-_'ll_:z'_l.'n.. .'-.'l'-:-.l" nedassany

* An eomple of a pest contral monitaring record sheet iz provided in Appendix 1.3

osal

\A S can b

VYOS

D. Waste disp

ed as any itlem of foods, ingredients, packoging materials, efe. which i

T

nol suitable for furher vse and intended 1o be disposed of, Waste should be controlled carslully

since il presents a risk of contamination of foad.

* Waste disposal bins should be placed near the working area of food
preparation rooms and positioned conveniently to operating staff

* Waste disposal bins should be clearly distinguishable from other storage
bins

* A defined area should be allocated for the sterage of waste pending
disposal

* When food waste is removed from food preparation area pending disposal,
it must be placed in a tightly covered waste storage bin

* Plastic liners should be be used in waste disposal and storage bins

* Wasle disposal and storage bins should be be emptied when full or on a
reqular basis

* Waste disposal bins should be cleaned and sanitised daily ond placed
vpside down and off the floor to drain overnight
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Chapter 4 Basic requirements for a Food Safety Plan

E. Staff training

Training offers food handlers a betler understanding of how food can become contaminaled,
and how foodbome ilnesses can be avoided through proper food handling procedures.  Each
tocd business must decide what tralning their feod handlers nesd by idantifying the areas of their
work mast likely to affect food hygiene and safety.

Examples of basic knowledge of food safety:
* Main factors contribuling 1o outbreaks of loodborne ilinesses
* Temparature control of potential hazardous foods

* Proper ways of using squipment (e.g. the skill of using thermometer, knowledge of handling
cocking and starage equipment)

Examples of basic knowledge of food hygiene:
* Skills and significancs of maintaining good personal byglens practices
* Knowledgs ond skills of dlsaning and sanitising
* Past conirol

* It is @ good practice for a business to identify the training needs of each staff
member

* |t is also @ good practice to keep training records of every stoff member

* Training needs should be reviewed on a regular basis and should be
‘assessed against the role and responsibilities, existing skills, experience and
previous fraining of the staff

+ An example of a staff training record sheet is provided in Appendix 16

F. Handling customer complaints

Customsr complaints should be handled comsfully because they help reflect possible problems
that may bs overlocked by the management duwring food production. Depending upon the resulis
of investigation, appropriote amendments 1o the FSP should be made where necessary,

* Establish complaint handling procedures
* Document all customer complaints

* Record details including the date, customers details, reasons for complaining
‘and acfion taken

* An example of a customer complaint record sheet is provided in
Appendix 17

Fr.
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Chapler 5

Far more information aboul Food Safisty Plan, please browss the following websites:

Regional food safety authorities
Australia Mew Zealand Food Authoriy
{www.anzlo.gov.ou/foodstandardscodecontents /index.cimy

Canadian Food Inspeclion Agency
{wwawinspection.ge.ca/english /index/fssas. shimly

L5, Foed and Drug Administration
{wwwe.chsan fda.gav/list himl }

Food Safety and Inspection Sarvice [U.5.)
Cevww sl usela.gov/ Indes him
International organisations

Codex Alimentarivs Commission
{itp:/ /tip.tac.org/codex/ standard /volume 1b/an/RCP_001e.pdf}

Food and Agricullire Organisation
{erwwr.tao.org /detault htm}

Werld Health Crganisation
Lonwewowhoinl st/ aboutos. htm}
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Main factors contributing fo outbreaks of foodborne illnesses

Balew 15 a list of the mest commen lactors conlrbuting to cutbreaks of feedbome (Inasses,
— Thase factors con be categorisad Inte twa groups:
1. Microbiological contamination of food
I. Use of unsale food source

il. Crosscontamination

lil. Infected food handies

2. Survival or growth of food poisoning micro-organisms in food (related to

improper time / temperature control)

I. Inadequale cocking

ii. Profonged storage of food betwesn 4°C and 43°C [Temperature danger zone ot

Appendix 1(if]

iii. Improper cooling

Iv. Inodeguate reheating

v. Inadequate thawing of food bafore cocking

vi. Preparolion of feed too for in edvance and storage of food ol temperature danger zone

vii, Improper handling of lehovers

Improper time/ lemperatire contrel

Microbiological Survival or growth of foed

contamination of food poisoning micro-organism
in
24
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Temperature danger zone

High
Temperature
[Met suitable for food
poisoning bacteria to
survive)

Temperature
Danger Zone

(Feed poisoning
bacteria grow rapidhy]

Low Temperature
[Food poisening
bactaria grow slowhy]*

Food should be stored at 4°C o below or 63%C or above
to refard the growth of food polsoning boctaria.

* Mokt Some of the kod palianing bottera can ol grow of bw tempemture, & g. [isera momseylogenes
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Examples of hazards

Biological

A hozard 1 anything in food that may cause harm to consumers,
Hozards may be biclogical, chemical er physical:

* Saimanall spp. gostcriniestinal tract of bumans  Meat and i praducts, milk and
‘and animak £9gs, ek
» Staphylococcus aureus :l:'im._hulc nosa and thaoal of Fleur conlechice, milk and it
humans, and animak preduct, eqg preduce, ham and
reodyc-aat foods le.q. cooked
llood, sandwiches mﬁl wshil, ek
» Vibeiy pamhasmelyfous ‘manne snvirsnmant and seakood ':'ﬁh_lld'l-bbcm reyve el
I undescooked shallfish, eic
» [ara monccyiogends ‘sell, loocas ol humers and Row milk, sobt chease, poulry,
‘arimals, sewoge and grecte  meat and cold dishes e, g, salad,
‘coleslow and sandwiches|, se
= Morwalkbke vins Sowoge and shallfieh Sakad, row vegeiobles and
| shellh (o9, ), o
= Hopafiis A vinss “Sawage and shallfish Shelllish (=.g. clams and oysters),
ok
Chemical
sopad
= Prohibited pesticides saly vegerables
= Towins {Fish) Coral et ish
= Mycokadm Caims, nute/peanut and thair products, careaks
My G
Physical
'+ Glass fragmenty
* Matal lragments
26
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Food Safety Plan Worksheet
Production Flow Chart
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QG;. Centre for Food Safety Al wrorld dity
“-J The Government of the Hong Kong Special Administrative Region LTEE TR

GovHK §:BIEF—is8 . MEE MEE SEARCH £

Dot Ariag v HADCP Svseth , Print Friendly

What is a Food Safety Plan?

A Food Safety Plan is a plan based on the concepts of Hazard Analysis and Critical Control Point
(HACZCP).

The consumption of contaminated foods causes many cases of foodbome illness each year, Most
foodborne liness is caused by foods handled, prepared or stored improperly by food handlers in the
food industry. In order to cantral food safety problems and protect public health, food businesses
may consider implementing the Hazard Analysis and Critical Confrol Points (HACCP) system.

Basically, HACCP =ystem [ the systematic application of good practice to the prevention of food
safaty problems and hence production of safe food. Prevention has two key elements: (1)
anticipation of the problems and (2) design of the right preventive solutions. Prevention should be
active, not passive.

HACCP system has been adopted worldwide by many food manufacturing companies; however, a
classic HACCP system is generally considered difficult to implement in the food service
organizations due to multiplicity of food products and lack of standardized methods, etc. Food
service organizations, however, can still devise and implement a suitable food safety plan bazed on
the principles of HACGP.

4 Bock A Bock to Top

2009 | Important notices | Privacy Policy Last Revision Date : 30-12-2008
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fg 'ﬁ Centre for Food Safety Aalw's world city
fLJ The Government of the Hong Kong Special Administrative Region FREARLE

GovHK BBl — s . MRS MEE SEARCH £

Brograemg Argag *> HACCE Svstom -y Print Friendiy

Benefits of Implementing a Food Safety Plan

In recent years, a Food Safety Plan based on HACCP concepts is internationally acknowledged as
a tool for enhancing food safety.

The World Health Organization (WHO) and the Codex Alimentarius Commission (CAC) recognized
HACCP as one of the systems to ensure food safaty,

Benefits of a Food Safety Plan based on HACCsP includes:-

+ Traditional food management systems are reactive to food hazards, However, a Food
Safety Plan applies a preventive approach to minimize food hazards,

+ A Food Safety Flan acknowledges the responsibiliies of the industry for food safety,

+ A Food Safety Plan minimizes tha limitations of traditional food management systems such
as end-product testing and inspection.

+« A Food Safety Plan improves consumers's confidence in the product.
+ A Food Safety Plan minimize the possibility of food poisoning.

« Inalong run, a Food Safety Plan lowers production cost on raw material wastage and food

recall.
4 Bock & Bock fo Top
2009 | Important notices | Privacy Policy Last Revision Date : 30-12-2008
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falrl.". Centre for Food Safety s veoridl dhy
I‘J The Government of the Hong Kang Special Administrative Region ™ TIIL]

GovHE SR F—ism ~ BRE WMEE SEARCH £

Programme Argas > HACCPE Syctam == Print Friendly

Basic Requirements of a Food Safety Plan

A Food Safety Plan should include some basic activities which address hazard control mare
broadly. Basic activities include: deaning and sanitation . personal hygiena practices. pest
control, waste disposal, staff training and handling of customer complaint.

A. Cleaning and sanitation programme

Effective cleaning and sanitizing remove food residues and dirt and hence minimize the risk
of food contamination and focd poisoning, A cleaning programme should be developed to
ensure that cleaning is conducted in a systematic and regular manner. A well-planned
cleaning programme should include the following:

a. areas and equipment to be cleaned

b. frequency of cleaning required for each item
c. the specific standard procedure

d. equipment and methods to be used

&, chemicals or systems to be used

f. the staff responsible for each task

B. Personal hyglene practices

Good personal hygiene is essential for food safety. Disease-causing bacteria may be
presaent on the skin and in the nose of healthy people. All food handers must therefore
maintain a high standard of personal hygiena and cleanliness in order to avoid transferring
pathogens to foods,

+ Chechlist for personal hygiene practices of food
handlers

» How towash your hands 7
C. Pest Control

Pest may contaminate food and cause foodbome iliness. A
pest control programme should be developed to eliminate
pests and prevent pests from infesting your food premises.
An effective pest control programme should be able to
prevent access, deny harbourage and eradicate any pests
present.

« Different approaches for pest contrel,

D. Waste Disposal

VWaste can be regarded as any item of food, ingredients, packaging materials, etc. which
are not suitable for further use and are intended to be disposed of. Waste should be
controlled carefully since it presents a sk of contamination of foods,

+ \Naste disposal
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E. Stalf Training

Training offers food handlers a better understanding of how food can become
contaminated, and how foedborne iliness can be avoided through proper food handling
procedures.

It is a good practice for a business to have a training plan in order to identify the training
need for each member of staff, to keep records of the training completed by every member
of staff, and to review regularly the role, responsibilities, the existing skills, experience and
previous training of the staff,

F. Customer Complaint Record

Customer complaint helps to reflect the problem of the food production process. Complaints
should be handled carefully, Appropriate amendment on the Food Safety Flan can be made
if necessary.

4 Bock A Bock o Top
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f‘ari-) Centre for Food Safety ﬁ i
‘ Thie Government of the Hong Kong Special Administrative Region i
GovHK &BEf—154 . MEE MR SEARCH F
Erograrmme Aregs »> HACTH Sysem % Print Friendly

Library

Information

Basie requirements of a Food Safety Plan

Checklist for Personal Hygiene Practices of Food-handlers

o Uniforms, aprons {or clothes) should be clean at the baginning of a wark shift
\Wear a hair restraint (hat or hairnet)

Keep fingemnails short and clean

Avaoid touching nose, mouth, hair and skin during food preparation

Do not smoke in food premises

Do not cough or sneeze directly onto food. Wash hands after coughing or sneezing
Wash your hands after blowing your noze

Auoid wearing jewsllery while handling and preparing food

Avord using strong perfumesfafer shaves

Do not wear unifarms or aprons cutside the food preparation area

Cover all wounds or cuts on hands or arms completely with bright-coloured waterproof
wound strip

\Wear disposable gloves if there is a wound on the hand. Change bath gloves and wound
strip regularky

Feood handlers to be free from any ilinesses such as gastro or the flu

%N N NANSNNYNNNNSNS

Cease work and repart to the manager while ill

Hamas must be washed before:

o Working
o Handling focd and utensils

Hands rust be washed after:

o Using the toilet

Handling raw food

Coughing, sneezing, eating drinking or smoking
Licking fingers

Every break

CRAN
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Touching pimples or sores

Handling waste

Carrying out cleaning duties

Changing soiled clothes

Touching ears, nose, hair, mouth, or other bare body parts

Handling animals

NS NNESNS

Any other unhygienic practice

& Bock A Bock foTop

2009 | Impertant notices | Privacy Policy ' Last Revision Date : 30-12-2005
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ra,r"‘.-_) Centre for Food Safety /  Mslaswarld dy
i The Gavernment of the Hong Kong Specal Administrative Region i
GovHK B I A — 15 . MRE MR SEARCH £
; Print Friendly
Library
Infarmation

Basic Requirements of a Food Safety Plan

Different Approaches to Pest Control

Exciusion and restriction [preventing access and denyimg frarbourage)

Seal all gaps around fttings or in walls or floors
Keep the doors to the outside closed at all times

Fit windows open directly into food preparation areas with screens (with apertures of Zmm
square or less) to keep insects out

Cover ventilation ducts and floor drains

Store and remove garbage properly and regularly. Keep garbage coverad,
Inspect regularly (e.g. weekly) for sign of pests both outside and inside
Check incoming foods and supplies for sign of pests

SKESANS ASA

Store food and supplies properly:
o Caover them propery
o Storethem at least 15em/§ inches off the floor and 15emi inches away from walls
o Store at low humidity
o Apply First-in-first-out system
Remove cartons, newspaper, etc. that may attract and harbour pests
Clean up spillages of food immediately
Keep toilets cleaned and sanitized
Keep garbage in sealed plastic bags and inside tightly covered refuse bins

S“ASNS

Destruction
‘f Use chemical, physical or biological means, e.g., rodent traps, where there are sign of pests

o Useazapper or insecticutor to capture and kil fiying insects. Ensure zappers are not above
or within 3 metres of a food preparation or storage area. Avoid spraying insecticide over food
preparation surfaces.

o/ Hire a professional pest control company if necessary.

A Bock 4 BockioTop
2009 | Important notices | Privacy Policy Last Revision Date : 30-12-2008
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The Government of the Hong Kong Special Administrative Region

Aslas world city

fo
Centre for Food Safet
Ji© "’

GOVHK SRR —tsE ~ ERE MR SEARCH
Prograrrrms Aress > HACCP Svdem 2 Print Friendly
Library
Information

Basic requirements of a Food Safety Plan

Waste Disposal

WNORS AN NS S

Waste disposal bins are to be placed around the working area of food preparation rooms
and positioned conveniently to staff and operations

\Waste disposal bins are clearly distinguishahle from other storage bins

Waste disposal bins in food preparation reoms need not be covered ifthey are in freguent
use and are regularty emptied. Preferrably, use bins with a pedal

A defined area is to be allocated for the storage of waste pending disposal

When food waste is removed from food preparation rooms pending disposal, it must be
placed in a tightly covered waste storage bin

Plastic liners are to be used in waste disposal and storage bins
Waste disposal and storage bins are to be emptied when full or on a regular basis

Waste disposal bins are to be cleaned and sanitised daily and placed upside down and off
the fioar to drain ovemight

4 Bock A& Back loTop
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5 Keys to Food Safety
Practical Tips for the Trade

SRLF S
ﬁ*ﬂﬁ@g& @ 2us,, :ﬁ:‘:?

¢
,'3.# l;o-;a@

A

Centre for Food Safety j s

ﬁ . Risk Communication Section /gl ig i § I‘:-}:rr.-P i! : :Jl

o

‘ Content

« What is Foodborne Disease?

= Symptoms, causes and contributing
factors of Foodborne Disease

= What are the 5 Keys to Food Safety?

« How to apply the 5 Keys to Food Safety
2 Purchase

o Store

a2 Prepare

2 Cook

2 Transport and Serve

frmmaEy
[ o —
S

o
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‘ What i1s Foodborne Disease?

= Sickness caused by food that people eat

= Causes
2 dangerous microorganisms and/or
2 toxic chemicals

_ B L
g e P
@1'1 qlhg !ZI'I'-II?: for Food .Hl:a.'u:-:.

‘ Common symptoms of
Foodborne Disease

« Most symptoms occur in 24 to 72 hours after
eating
- stomach pains
2 vomiting
2 diarrhoea, etc
« Most symptoms are mild

« Some diseases may severely affect infants,
pregnant women, elderly and the sick

_ B i
ﬁ/— . C TSR
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‘ What are the causes locally?

« In the past five years (2003-2007)

2 about 90% of food poisoning cases were caused by
bacteria and viruses

« In 2006, the top four commonest dangerous
microorganisms
o Vibrio parahaemolyticus (40%)
o Salmonella species (19%)
. Staphylococcus aureus (19%)
2 Noroviruses (15%)

‘ Local contributing factors

« In 2006, the top three contributing factors
1. inadequate cooking (38%),
2. contamination by raw food (15%)
5. poor personal hygiene of food handlers (14%)

= More than half (64%) of the foodborne
diseases occurred at food premises
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‘ What are the 5 Keys to Food Safety?

t‘.‘

= Advocated by the
World Health Organization
to prevent foodborne diseases

1. Choose (Choose safe raw materials)
2. Clean (Keep hands and utensils clean)

1. Cook (Cook thoroughly)
5. Safe Temperature (Keep food at safe temperature)

% o0z
TPl
g?. qli‘j E:L'u.l‘lgl: for food Safety

o

‘ 5 Keys to Food Safety in Daily
Operation

= Purchase

= Store b
= Prepare |
« Cook

« Transport and serve

frmmaEy
[ o —
S

o
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| Purchase - CHOOSE(®1)

= Obtain food and food ingredients
from approved and reliable sources

ﬁ'j ApRNALY

2 confirm that the suppliers have obtained relevant
and valid licences from the Food and
Environmental Hygiene Department (FEHD)

Please visit
http://www.fehd.gov.hk/licensing/licence-type.html

2 don’t buy food from illegal or questionable source,
e.g. food of unreasonably low price or meat with
abnormal red colour

& ..
e e R
gf: qli‘j [:I.'II.II:gI: for food Safety

o

| Purchase - CHOOSE(2)

« Use fresh and wholesome food ingredients and check
the quality of the ingredients upon receipt o
a cold foods at or below 4°C
Q frozen foods at or below -18°C

Q fruits or vegetables are not damaged and
without bruised areas

| B s0e2mi

ﬁm'-j-: Gli‘j E?nl:fr::h%! j:.'l.-:-l'.

= canned foods are not bulging or dented
2 jars are not cracked or have loose lids
a eggs in the carton are not cracked or leaking

» Food or food ingredients are stored

at safe temperature
Q hot foods at above 60°C
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‘ Purchase - CHOOSE(3)

Reap THE Foop LABELS

Do not use food beyond its expiry
date

Read food labels carefully and
follow instructions

Choose food before its expiry date
a “use by" date
a “best before” date

= Label and check the storage time of
the food in the refrigerator

=  Stick to the first-in-first-out principle g I\- "'"';

for food storage

frmmaEy
[ o —

o

‘ Purchase - CHOOSE(4)

Difference between “use by” and “best before” date

qﬁ"é’ﬁ?&:i{i#*t

Centree for Food Satet)

“use by" date “best before” date

Example of Food A cup of ice<cream A pack of biscuit

Example of 1-1-2008 1-1-2008
Expiry Date If the food is properly If the food is properly
stored, it is stored, it can be expected
recommended for use to retain its specific
on or before 1-1-2008 properties on or before
1-1-2008
Recommendations Usually, the food is If you consume it after the
after the Expiry highly perishable. If you | date, the food may not be at
Date consume it after the its best flavour and quality

date, there is a chance
that you will suffer from
foodborne disease

frmmaEy
[ o —

o
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‘ Store - SAFE TEMPERATURE

ey ——

m—
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= Refrigerate cooked and perishable food
within 2 hours

= Check and record the temperature of the
refrigerator with a thermometer and ensure
o fridge is at or below 4°C
o freezeris at or below -18°C

= Don’t overstuff the refrigerator

‘ Store -

« ldeally, use two separate refrigerators
for storing raw food and cooked

or ready-to-eat food

« |If raw food and cooked or ready-to-eat food have to
be stored in the same refrigerator:

o store food in containers with lids

2 store raw meat, poultry, and seafood
below ready-to-eat food or
cooked food in the fridge

161



Introduction to Hospitality

=

rtepate - CLEAN (Personal Hygiene)

= Wash hands frequently

before handling food

often during food preparation

after handling raw meat or poultry

after handling soiled equipment

or utensils

o after coughing, sneezing, blowing nose,
eating or drinking

=] after touching ears, nose, hair, mouth

or other parts of the body

after handling rubbish

after handling animals and chemicals

after going to the toilet

before wearing gloves and

after engaging in any activities that may contaminate
hands (e.g. handling money, carrying cut cleaning duties)

_ B i
ﬁ/— . C TSR

Paper towel

C 0o @

Mail brush

Rubbish bin

02 02 0

= Wash your hands with warm
soapy water for 20 seconds
2 wet hands under running water
o rub hands together for at least
20 seconds with liquid soap
2 rinse hands under running water
dry hands with clean paper towels

or air dryers

. -
ﬁ/— . C TSR
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‘ Prepare - CLEAN (Personal Hygiene

= Food handlers should

2 wear clean and light-coloured outer
clothing or protective overalls

a wear mouth masks when handling
food as far as possible

2 wear disposable gloves when
handling ready-to-eat food

2 cover sore or cut on hands by
waterproof bandages or gloves

= keep nails short and unpolished

/ r B o gy S
ﬁ: . C TSR

Prepare - CLEAN(Environmental Hveiene)
P : Vg )

. Wash utensils and worktops with hot water and detergent
after each use

a Keep kitchen clean and away from insects, pests and other
animals

keep food covered or in closed containers
keep rubbish bins covered and remove
rubbish at least once a day

o keep floors, surface channels and gratings
clean and clear from food remnants

a keep food preparation areas in good condition, e.g. repair wall
cracks or holes

a use rodenticides or insecticides to kill pests but take care not to
contaminate food

O keep pets away from kitchen

/ r B o gy S
ﬁ: . C TSR
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| Store - ? g

» Use separate utensils to handle raw food
and cooked or ready-to-eat food

« Label utensils (including cutting boards
and knives) with different colours, e.q.

2 Red- Raw food
Blue- cooked food
Green- Ready to eat food

=« Use one utensil to taste and another
to stir or mix food

' @ 2ne
i & 2P A
g‘r: Gli@ [:EILI:IE fos Food Salety

o

| Cook - COOK thoroughl

— ==

=« Thaw frozen food properly before
cooking, put it

2 in microwave
a2 in the fridge or
2 under running water

' @ 2ne
i & 2P A
g‘r: Gli@ [:EILI:IE fos Food Salety

o
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| Cook - COOK thotoughly

» ldeally, use a food thermometer to
check that the core temperature

reaches at least 75 °C

» When you use the food thermometer, make sure
you use it properly:

place the food thermometer in the centre of the
thickest part of the meat
the food thermometer is not touching a / TN EZ

bone or the side of the container '.

clean the food thermometer between - p;:m ?::r
each use ,..‘\
Bi-metallic Stammed i el
Thermomater / qlhg et for Food Safety

| Cook - COOK thotoughly

= If you do not have a food thermometer, cook or reheat
food thoroughly until it is piping hot throughout and
check

C

= Stir, rotate and cover food when
microwaving to ensure thorough
cooking

meat and poultry: juices are clear, not red;
blood is not visible when you cut
the cooked meat

eggs: egg yolks are not runny or liquid

soups and stews: bring to a boil and continue to boil for
at least one minute

’é]“g B it
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fTranspnrt & Serve - SAFE TEMPERATURE

- T s

" Never leave cooked food at room temperature y | \

for more than 2 hours

Q Label foods to indicate how long they have been
stored

= For hot foods, keep them at above 60°C
0 During transportation,

o wrap them well and place in a clean insulated
container
0 When serving, they should be held
= in warming device or
n on preheated steam tables, warming trays, and/or

slow cookers

= Check the temperature frequently to ensure it
reaches more than 60°C

*Transpnrt & Serve - SAFE TEMPERATURE

= For cold foods, keep them at or below 4°C

2 During transportation,

n place them in cooler with a cold source such as ice or
frozen gel packs

2 When serving, they should be held in

. shallow containers which are placed inside a deep pan
filled partially with ice to keep food cold

= drain off water as ice melts and replace ice frequently
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Follow 5 Keys to
Ensure Food Safety

167



Introduction to Hospitality

Handboolé forﬁj
|IT rade il

.
- F | . . = -
s g = v .
1 |.
I |
A |
! e i 1 =

168



Introduction to Hospitality

CONTENT

|ITtI'Dmcﬁgn

.HWhnpplysthnud 5 i D‘ﬂ,g “

d
‘B |
8

- CWE

) Tr"""F"“-"‘l't and Snnrn

ElnddhtnrfSI{-menudslﬁ .

: A Suggmd cimﬂg F‘mgmmm

P c:amn ‘Types of Food mmwﬂ -

A ]
¥

F [
! :

1 '}

169



Introduction to Hospitality

INTRODUCTION

Proper food handling can
prevent most foodborne
diseases. Stop microorganisms
from making your consumers
sick by following the 5 Keys
to Food Safety.

WHAT IS FOODBORNE
DISEASE?

» Sickness caused by food that people eat

is called foodborne disease and is caused
by dangerous microorganisms and/or toxic
chemicals.

* The most common symptoms of foodborne
disease are stomach pains, vomiting and
diarrhoea. Most symptoms occur in 24 to
72 hours, Most are mild but some may
severely affect infants, pregnant women,
alderly and the sick. A vary small percent-
age of foodborne diseases may lead to
long-term health problems.
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WHAT ARE THE CAUSES
LOCALLY?
= In the past five years, about 90%
of food poisoning cases were /
caused by bacteria and viruses.

WHAT CONTRIBUTE
TO FOODBORNE
DISEASES LOCALLY?

« In 2006, the top three

* In 2006 contributing factors were
:r!‘angﬂr;::ﬂ mt;:ﬂ[:::;;;?;nmr:nnm \ inadequate cooking (38%),
were Vibrio parahaemolyticus \ contamination by raw food
68\ Sanonelaspec®a (7K X }ion of tood pancer
Staphylococcus aureus (19%) and lena andlers
Noroviruses (15%). {(14%).

-
e

~ WHERE DID
FOODBORNE
DISEASES OCCURT?

» Mara than half (64%) of
the foodborne diseases
occurred at food premises
in 2006.

WHAT ARE THE 5§ KEYsS To FooD SAFETY?

Tha World Haalth Organization has advocatad five simpla and
effactive keys for people to follow to prevent foodborne diseases.
They are:

1. Choose (Choose safe raw materials)

2. Clean (Keep hands and utensils clean)

3. Separate (Separate raw and cooked food)

4. Cook (Cook thoroughly)

5. Safe Temperature (Keep food at safe temperature)
Below are some practical tips that help you to apply the 5 keys in

daily operation from purchase, storage, preparation, cooking to
transportation and serving.
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PURCHASE

CHOOSE
& Obtain food and food ingredients

from approved and reliable sources

= Eggs in the carton are not
cracked or leaking

- Food or food ingredients are
stored at safe temperature, e.g.
hot food at above &0°C, cold
food at or below 4°C, frozen
food at or below -18°C

= Confirm that the suppliers
have obtained relevant and
valid licences from the Food
and Erwironmental Hygiene
Department (FEHD), Please

visit http://www.fehd.gov.hi/ . :
licansing/licence-type.html for = Dln net use food beyond its expiry
details

- Don't buy food from illegal or 3 'I;Rt;iluc':uf?n::mhc:ﬂ ;::ﬂmfu"y and

guestionable source, e.g. food of
unreasonably low price or meat
with abnormal red colour

= Choose food before its expiry
date, which may be either in

® |Use fresh and wholesome food Lh;::::n d':iem by" or “best
ingredients and check the quality
of the ingredients upon receipt - Lab"l and check 'd"'“ storaga
. time of the food in the
= Fruits or vegetables are not iAo
damaged and without bruised g
areas = Stick to the first-in-first-out N

- Canned foods are not bulging or
dented or jars are not cracked or
have loose lids

Table: Difference batween “usa by” and "best before” date

principle for food storage . ]

“usa by" date "bast bafore” date
rEgdnas] a8 | [REEWERE] B
f;i“"f“"'“f Acup ofica-cream | A pack of biscuit
Example of | 1-1-2008 1-1-2008
Expiry date | If the food is If the food is properly
properly stored, itis stored, it can be
recommended for expected to retain its
uza on or bafore specific propertias on
1-1-2008 or before 1-1-2008
Recomim- Usually, the food s If one consumes it
endations | highly perishable. If after the date, the
aftar the one consumaes it after | food may not be at
Expiry data | the data, thare isa its bast flavour and
chanca that ons will quality
4 suffar fram foodborna
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SAFE TEMPERATURE

® Refrigerate cooked and perishable
food within 2 hours

e = Check and record the tamperature

/ ““x,\ of the refrigerator with a
thermometer and ensure the fridge
is at or below 4°C and the freazar is

e— P at or below -18°C
40 30 20 10 & 18| =Don'toverstuff the refrigerator
| LRCLIN

SEPARATE

¢ |deally, use two separate
refrigerators for storing raw food
and cooked food or ready-to-eat
food

* If raw food and cooked food or
ready-to-eat food have to be
stored in the same refrigerator,
do the following:

- Stare food In containers with lids
to avoid contact between raw
food and ready-to-eat food or
cooked food

- Store raw meat, poultry, and
seafood below ready-to-eat
food or cooked food in the
fridge to prevent juices from
dripping onto ready-to-eat food
or cocked food
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PREPARE

CLEAN - ALWAYS START
WITH A CLLEAN SCENE

KEEP YOURSELF CLEAN
* Wash hands

- Before handling food and often
during food preparation, after
handling raw meat or poultry and
after handling soiled equipment o o
or utensils L

= After coughing, sneezing, * Keep nails short and unpolished
blowing nose, eating or drinking, Esod bamillersihailid v

after touching ears, nose, hair, : .
mouth or other parts of the disposable gloves when handling

body, handling rubbish, handling ~ "22¢Y-t0-eat food, Discerd gloves
animals and chemicals, going ?'hﬂ" dnr_naged, m'[Ed' or when A
o the toilet, before wearing interruptions occur in the operation
gloves and after engaging in any * Cover sare or cut on hands by
activities that may contaminate waterproof bandages or gloves

ha"d:" (e.g. ham:u":'g e * Food handlers should wear clean
carrying out cleaning duties) and light-colourad outer clothing
* Wash your hands with warm soapy or protective overalls. If clothes
water for 20 seconds become soiled during food

- Wat hands under running watar praparation, change or claan them

as necassary. They should also as
= Rub hands together for at least far as possible, wear mouth masks

20 seconds with liquid soap whan handling faod. Discard the
= Rinse hands under running water masks when damaged, soiled, or
after prolonged use

= Dry hands with clean paper
towals or air dryars :
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PREPARE

KEEPF THE ENVIRONMENT CLEAN
* Wash utensils and worktops with hat
water and detargent after each use

= Keap kitchen clean and away from
insects, pests and other animals
- Keep food covered or in closed
containers

- Keep rubbish bins covered and remove
rubbish at least once a day

- Keap floors, surfaca channals and
gratings clean and clear from food
ramnants

= Keep food preparation areas in good
condition, e.g. repair wall cracks or holes

- Use rodenticides or insecticides to kill
pests but take care not to contaminate
food

- Keep pets away from kitchen

- You can also follow the suggested
cleaning programme in the Appendix

SEPARATE

® Use separate utensils to handle raw food
and cooked food or ready-to-eat food
such as fruits, sushi, or poached chicken

* Label utensils {including cutting boards
and knives) with different colours, e.g.
Red - Raw food
Blue — Cooked food
Gresn - Ready-to-eat food

* Use one utensil to taste and another to
atir or mix food
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COOK .
® Thaw frozen food in microwave,
fridge or under running water
befora cooking * |f you do not have a food
thermometer, cook or reheat food
® Ideally, use a food tharmometer thoroughly until it is piping hot
to check that the core thmughnut and chack

temperature reaches at least

75°C. There are different types of = For meat and poultry, make sure
food thermometars in the market that juices are clear, not red, blood

(details in Appendix). When you is not visible when you cut the

use the food thermometer, make cooked meat

sure you use it properly: - Eag yolks are not runny or liquid

= Place the food thermometer in = Bring soups and stews to a boil
the centre of the thickest part of and continue to boil for at least
the meat one minuta

- The food tharmometer is not * Stir, rotate and cover food when
touching a bone or the side of microwaving to ensure thorough
tha containar cooking

= Clean the food thermometer
between each use

TRANSPORT AND SERVE

SEAFE TEMPERATURE
® For hot food, keep them at above

&0°C

= During transportation, wrap = During transportation, place them
them well and place in a clean in cooler with a cold source such
insulated container as ice or frozen gel packs

= When serving, they should = When serving, they should be
be held in warming device, or held in shallow containers which
on preheated steam tables, are placed inside a deep pan
warming trays, and/or slow filled partially with ice to keep
cookers food cold. Drain off water as ice

= Check the temperature melts and replace ice frequently
frequently to ensure ‘F?‘“d ® Never leave cooked food at room
reaches more than 60°C temperature for more than 2 hours

* For cold food, keep them at or = Label food to indicate how long
I 8 balow 4°C they have been stored
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CHECKLIST OF 5 KEYS TO FOOD SAFETY

When purchasing food and food ingredients:

immmhmamrmm“dmmﬂmu :
! Check the expiry date of the prepackaged food : 82

B R e R e

During food storage:

e e T ey

 Siick to the first-In-first-out principle

! Label and check tha storage time of food In the refrigerator

When using the refrigerator:

R R e e T R R R e T T

: Do nol overstuff it =l
: Chack and record the temperature of the refrigerator to ensure that the fidge s~ : 0
' Stome food in conlainers with lids ‘ D

O

iﬂbm raw food In separate refrigerators or under the cooked food or ready-to-eat :

: Wear cisan and light-coloursd outer clothing |

B R LR T T R e P
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CHECKLIST OF 5 KEYS TO FOOD SAFETY

During food preparation:

rrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrr

: Cook food thoroughly and use a food thermometer to check that the core
;torpermuyrs rouchos ot leaet 78°C.
éﬂru'qmupnrdshmhahulandknnphrntluﬂstnﬂnmrmﬂn :

Ooooooooo

D 8 e o e e e < e 5
Aftar food preparation

Wash utensils and workiops with hot water and detergant : [
When transporting food:

 Wrap hot food well and place In & cisan Insulated container =
: Btore cold food in & cooler with a cold source 4
When sarving food:

: Keep hot food at above 60°C ' [
meidhodaturbulmfﬂ I:I

I‘I!?.II
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APPENDIX: A SUGGESTED CLEANING

PROGRAMME
Equipment
ltem o and Method
ot i Chemicals
Floors End of each |Brooms, 1. Sweep the area
day or as damp mops, |2. Apply detergent
required brushes, and mop the area
detergents | 3. Use scrub for extra
and sanitizers | soil
4. Rinse thoroughly
with water
5. Remove water with
é mop
E [Walls, Morthilyor | Wwing 1. Remove dry soil
windows and |as required |cloths, 2. Rub with wet cloth
cailing brushes and or ringe with watar
detergents | 3. Apply detergent
and wash
4. Wipe with wet cloth
or rinse with water
5. Air dry
Work tables | After usa Wiping 1. Remove food
« | and sinks cloths, debris and soil
5} detergents | 2. Rub with wet cloth
‘T and sanitizers or rinsa with hot
|3 water
t 3. Apply detergent
E and wash
I 4. Wips with wet cloth
- or rinse with water
|.§ 5. Apply sanitizar
6. Air dry
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APPENDIX: A SUGGESTED CLEANING

PROGRAMME
Equipment
Item Fraﬁ:;cr and Method
Chemicals
Utensils, After each Wiping 1. Remove food
cutting use cloths, debris and sail
boards, brushes, 2, Rinse with hot
knives and detergents water
other cooking and sanitizers | 3. Apply detergent
equipmant and wash
4, Rinse with water
5. Apply sanitizer/
boiling water
E 6, Air dry
2 Refrigerators, |Waeekly oras | Wiping 1. Remove food
| freezers and required cloths, debris and scil
storage areas brushes and | 2. Rub with wet cloth
detergents or rinse with water
3. Apply detargant
and wash
4. Wipe with wet
cloth or rinsa with
watar
5. Dry with clean
eloths/air dry
t; Door knabs Daily Damp 1. Remove debris
Sy cloths and 2. Apply detergent
S 8 detergents | 3. Rinse with damp
- E cloths
= 4, Dry with towels/
£ air dry
Floors Monthly Steam/ 1. Remove debris
E_ chemicals 2. Apply chemicals
3 3. Vacuum dry

List of bactericidal egents spproved by FEHD cen be obteined at the following

kttp:www. fehd gov.hk/howitoseres/doc/bactericidel-allreport pdf
j 12
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APPENDIX: COMMON TYPES OF FOOD

THERMOMETERS

1. Bi-metallic Stemmed Thermometers
Bi-metallic stemmed thermomeatars

are the commonest type of food
thermometers. These thermometers
read the temperature from the tip and
up the stam for 50 mm to 76 mm and the
measured temperature is the average of

the temparatures along the sensing area.

They are, therefore, more suitable for
measuring the core temperature of
thick food (any food more than 76 mm
thick] because the entire sensing area
of the thermometer must be inside the
food. Depanding on the types, thesa
thermometers give readings within 20
seconds to 2 minutas.

Diagram 1
Bi-metallic Stemmed
Thermameter

2. Thermocouple Thermometars and
Tharmistor Thermometars

Thermocouple thermometers and
thermistar thermomaters measure
temperatures through a sensor in the
tip ef tha stam. They give readings

quickly {within 10 seconds) and since the
sansor is in the tip, theze thermomatars

can measure temperatures in thin
and thick foods conveniently. These

@

Diagram 2 and 3:
Digital Food Thermometers
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thermometars may also ba called “digital
food thermometers” because measured
temperaturas ara normally indicated on
a digital display.

3. Infrared Thermaometars

Hand-held, portable infrared
tharmometars maasure the surface
temperature, in less than 1 second, of
food and packages of food without
contact by measuring the amount of
radiant anergy emittad from the surface.
Infrared thermometers are useful for
chacking the storage temparatura in
freezers and refrigerators, temperature
of food hald in hot holding equipment
and temperature of incoming food
products, They ara, howaver, unsuitabla
for measuring the centre temperatures
of food during cooking or coaoling

as only the surface temperature can

ba measurad. Basides, they cannot
accurately measure the temperature of
metal surfacas and reflactive foils.

Diagram 4:
Infrared Thermometer

Glass thermometers are filled with
mercury or spirits. Thay are not
recommended to be used for measuring
the temperature of food becauss the
glass and the inner liguid pose physical
and chemical hazards.

There are other thermometers designed
specifically to measure certain food
itemns or food processes. These include
candy / jally / deep fry thermomaetars,
oven thermometers, single-use
temparatura indicators, atc.
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!a"; Centre for Food Safety / asiwew
"J The Government of the Hong Kong Special Administrative Region et |

GoOVHK BBEF—8 . WRE SEARCH

Mukirecia ibrary >> Publcions . Print Friendly

Food Safetg Express:

im fFood Traﬂe

dth lssuié 2008
Feature Articles

( Leam the 5 Keys to Food Safety to minimise hazards and risks

Proper food handling can effectively prevent foodbome diseases. Based on the recommendations of the World F
Centre for Food Safety has formulated the ~5 Keys to Food Safety ” to promote the proper handling of food to the p

a?

What are the 5 keys to Food Safety?
What are the 5 keys to Food Safety?

1. Choose

Smart consumers should patronise reputable shops with good hygiene conditions to choose food ingredients that an
.3 choose fruits or vegetables without any damaged and bruised surface; do not choose canned food whose contaii
or cracked. Consumers should also read food labels carefully and not purchase food beyond its expiry date.

2 Clean

Dirty hands or unclean utensils may transmit pathogenic bacteria. To minimise the risk, keep clean and pay ath
preparing food. Do remember to wash hands thoroughly with warm water and liquid soap before handling and during
consumption of food and after disposal of rubbish,

Each time after using utensils and worktops, wash them in hot water with detergent, and then use a clean cloth o
remnants and grease to minimise the growth of bacteria.
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As kitchen is a place where food is prepared and cooked, it must be kept clean. Food remnants should be wrappe:
into covered rubbish bins to eliminate pest.

3. Separate

“arious foodbome diseases are caused by cross contamination. Cross contamination refers to the transmission of b
to another. Bacteria may be transmitted by direct transmission (when a food item or its juice comes into contact wil
indirect transmission (through hands, cutting boards, towels elc.), As a first step to minimise cross contamination, ras
chould be separated,

Use separate utensils (including cutting boards and knives) marked with labels of different colours to handle raw foc
eat food (such as poached chicken and fruits). Separate utensils should also be used for tasting, stirring and mixing fc

4. Cook

Given that about 20% of foodbome diseases are caused by inadequate cooking, thorough cooking can reduce the
dizseases.

Frozen food should be thawed property before cooking, for example putting it in microwave ovens, fridges or under ru

High temperature cooking can normally kill foodborne bacteria. When you are cooking, use a food thermometer to
ternperature of the food has reached at least 75°C. If you do not have a food thermometer, cook or reheat food tho
piping het. Make sure that juices are clear, not red and Bood is not visible when cutting the cooked poultry and mea
bring them to a bail and continue to boil for at least one minute.

Stir, rotate and cover food when microwaving to ensure thorough cooking.
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5. Safe Temperature
Cooked and perishable food should be kept in a refrigarator within bwo hours after purchase.

A tharmameter should be used to measure the tamperature of the refrigerator to ensure that the fidge is kept at or be
is kept at or below -18°C.

Cooked food if not properly stored is prone to deterioration and conducive to bacterial growth. Hence, food should be
after cooking and should not be kept at rocm temperature for more than two hours. Cooked food not intended for
should be kept abave 600,

Implementing the ~5 Keys to Food 3afety” is easy in your daily life. Food is more enjoyable if it is safe. By followir
Safety” | food safety is in your hands.

1 ..;:n::ﬂ

Il. Enjoying “Poon Chol” In Winter

Winter is the perfect time for enjoying “poon choi” . As “poon choi ™ comprizes a great variety of food ingredie
involves a number of processing steps and takes a relatively longer time, cross contamination is more likely to
handlers should pay attention to warous nisks when prepanng “poon choi” so as to ensure food safety and avoid
incidents.

Plan the Preparation of “Poon Choi® Well :

1. Estimata the required manpower, ingredients, space and cooking utensils as early as possible, pay special
sufficient stoves, refrigerating equipments and hot holding equipments;

2. Do not take orders that you cannot meet;

3. Time the preparation of all foods as precizely as poscsible =o that each food is cooked at the right time. Awvoid
too early,

Purchasing of Ingredients and Receiving:

1. Purchase guality food ingredients from reputable suppliers,
2. \WWhen receiving food ingredients, check the quality, e.g. whether the packaging is intact and whether the stora
appropriate, ete.

Storage Facilities and Temperature Control

1. Adopt “first=in-first-out™ principle for food storage;

2. Reserve sufficient space in the refrigerator for storing food ingredients. The temperature of the fridge and free
below 4 "C and -18 °C separataly;

3. \When raw and cooked foods are stored in the same refrigerator, cooked food should be kept above raw
contamination;

4., Cooked food should be kept above 60 “C and should be coverad properly to prevent cross contamination.

Food Preparation
1. Al food contact surfaces such as dining utensils, cutting boards and cooking utensils should be cleansed 2
before preparing “poon chei”

2. Thaw frozen food in the fidae or under running water;
3. Cook all food thoroughly and store them separately to avoid cross contamination.

Personal Hygiene
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1. Maintain good personal hygiene. Food handlers with symptoms of infectious diseases like gastroenteritis and
food;

2. Wash hands thoroughly with warm water and liquid scap before handling food, after going to the toilat or tou
as disposing of refuse).

Delivery

1. Deliver the “poon chaoi” to its destination as soon as possible and avoid keeping it at room temperature fe
time;

2. Keepthe “poonchoi” inaclean and covered insulatad container;

3. Keep the delivery vehicle clean.

Reminding Customers How to Handle “Poon Chol™

1. Remind customers to consume the “poon choi” as soon as possible;

2. Remind the customers to store the “poon choi” in a refigerator within bvo hours and reheat it thoroughly b
not consumed immediately;

3, Tellthe customers how the “poon choi” should be reheated and whether the onginal container can be used

lil. Cbserve good hyglens practices when enjoying hotpat

As the weather iz getting cold, many people in Hong Kong love to gather around the table to enjoy hotpot. With variol
meat, vegetables and seafood such as shellfish and raw oysters, hotpets are served with diffierent “soup bases™ a
hotpot is indeed savoury. There are, however, potential risks in enjoying hotpot. If the food is not handled properly o
it may contain pathogens such as Eschenichia coll Vibrio cholers, Vibno parahaermolyficus, Morovirus, Hepatitis A vi
which may cause food poisoning or ather intestinal infection.

To ensure food safety and maintain good business reputation, the restaurant management must stricthy follow th
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Safety” when serving hatpot to customers to minimise their risk of getting sick,
1. Purchase fresh ingredients

+ Buy ingredients from reputable licensed suppliers.
» Lpon receipt of the food ingredients, check whether the food is fresh, packaging is intact and read the focd lat

aveid buying contaminated or expirad food items.
+ Keapthe invoices for 80 days so that problematic food can be traced.

2. Store food in suitable environment and at appropriate temperature

+ Fresh hotpot ingredients should be put in a clean container with cover and stored in a refrigerator at or belos
be served.

« Mever thaw food at room temperature to prevent bacterial growth. Frozen food should be thawed in fridges or)

+« Do nct display too many food items, and the focd displayed should not be Kept at room temperature for more
for display of food should akvays be kept clean,

3. Keep food, utensils and hands clean

+ Wiash food ingredients thoroughly. Vegetables should be washed and then soaked in clean water for about an

+ Handle shelifish with care. Scrub and wash the shells and keep them in clean water for at least half a day t
and remove their intermal organs.

+ Food handlers must observe good personal hygiene. They must wash their hands thoroughly with liquid soap
and after handling food, and after going to the toilet.

« Bowls and dishes that have been used for holding raw food must be thoroughly

+ cleaned and sanitized before reuse.

4. Handle raw food and cooked food separately
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~ Provide customers with two separate sets of chopsticks and utensils for handing raw food and cooked food se
cantamination.

~ Raw foed and cooked food should be kept separately to reduce the rigk of cross contamination,

5. Cook food thoroughly

~Figh and meat should be cut into thin slices, Meatballs should be cut open in the centre to speed up heating,
~Pdvise customers verbally or by notices to remind them to cook food thoroughly before consumption.
IV. Apply Deslccant Safely

To preserve quality, contral humidity, minimize mould growth and extend shelflife, desiccants are added to the ¢
packaged food in the market, such as ready-to-eat seaweeds, biscuits or pastries. Two most commonly used desic
calcium oxide.

Silica gel / silica dioxide is a natural mineral which changes to molecular or bead form after purification and process
biclogically inert. Therefore, no harmful health effects will be caused even ifthey are accidentally ingested in small ar

Calcium oxide, also called quicklime, is a white powder which can contral humidity effectively by keeping the relative
is widely used for packaging dehydrated foods or foods that need to be stored in environment with lew humidity (e.q.
In contact with meisture, calcium oxide becomes caustic and may cause burning sensation, stomach cramps and
accidentally,

Other desiccants include activated carbon, clay and calcium chloride, etc. They are less commonly used due to highe

There are occasional incidents of accidental consumption of deziccants. To prevent accidental consumption by cons
hazard caused by food mixing with desiccants, food manufacturers are advised to follow the recommendations below:

Use food-grade desiccants.

The desiccant used should be properly sealed, e.g. sealed in small sachets. Upon exposure to the air,
liquefied, resulting in leakage,

The sealed sachet containing the desiccant should be made of food grade material and use non-toxic ink for p
The sealed sachet containing the desiccant should be of appropriate size to forestall accidental chewing or sw
The sealed sachet containing the desiccant should camry bilingual warnings, e.g. “DoMot Eat™ or "Faj&f

s pacs

V. Melamine in Mainland' s Milk Powder Incident

In September 2008, cases of kidney stones affecting infants who had consumed melamine-tainted infant formmul
Mainland. Such cases gave rise to grave public concern. The Mainland authority subsequently announced that a nu
macde and sold in the Mainland were found to contain melamine, with the Sanlu brand having the highest level (up |
melamine at this level may affect the elimination of this chemical from the infant’ = body and result in kidney

development of urinary stones,

Even though Sanlu infant formula was not available in Hong Kong |, follow-up actions undertaken by the Centre for F
melamine in a number of milk and milk products available in Hong Kong . To safeguard public health and safety, CF
food tests actively and announced the [atest information through press releases and the CFS web site. A hotline |
answer public enguiries.

What is Melamine?
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Melamine is an industrial chemical used for the production of melamine resing, which are used in glues, paper, tex
including tableware, kitchen utensils, etc, Apart from the potential adulteration of food, exposure to melamine for the
been considered to be low. Use of melamine as a food ingredient or a food addiive is strictly forbidden in all co
people added melamine to foods in the manufacturing process to cause a false increase in the measurement of pro
by boosting their nitregen levels.

Health Effects of Melamine

Melamine has low oral acute toxicity, However, excessive exposure to melamine has been found to cause urinary
animals, Also, laboratory studies showed that melamine did not damage genetic materials in cells, and there was
show that melamine can cause human cancers or malformation in foetus, However, intake of a significant amount
crystal formation in urinary tract. In severe cases, these crystals can form kidney stones, blocking the small tubes in
production of urine, causing kidney failure and death in some serious cases.

Infants are particularly vulnerable and at risk of developing adverse health effects as a result of consuming melamil
because milk is their major foed, and the amount of melamine intake per body weight is much higher than that of
variety of foods, According to the epidemiological information cbtained from the Mainland, over 29% of the victim
vears or below. Affected children may experience symptoms of irrtability of unknown reasons, blood in urine, little
acute renal failure), stones in urine, high blood pressure, or pain over the kidney region.

Safe Intake Level of Melamine

Melamine can be present in the environment as a metabolite of the pesticide cyromazine. Traces of melamine may b
environmental contamination or through migration of melamine from food-handling utensils made of melamine.
tolerance” approach is not applicable to melamine.,

Under the amended Hamful Substances in Food Regulation (CGap. 132AF). milk, any food intended to be consume
under the age of 36 months and any food intended to be consumed principally by pregnant or lactating women sha
exceadng 1 mogky. For other foods, the melamine level shall not exceed 2.5 mgkg. The legal limit adopted in Hon
assessment and is stringent enough to protect the health of both children and adults. With normal food intake, even if
each day by a person contain melamine, provided the melamine levels in all the foods comply with the legal limit,
safe.

Surveillance and Support Action of CFS

Since September 2008, the CFS has been testing various infant formulae, milk, milk products and other food produc
ice-cream, ice-lolly, yogurt, baby food, nutritional supplements, instant drink mixes, biscuits, cakes, bread, chocola
melamine. The CF5 has, on the recommendation of the Expert Group on Melamine Incident, expanded the food s
food raw materials (e.g. eggs), meat and vegetables in the second phase of testing. Upon the conclusion of the sec
Movember 16, CFS has entered into the third phase since 17 November, in which samples of food types found unsat
two phases have been retaken for testing.

The latest results on the testing of food samples are available at the following web page:

Advice to Trade

1. Traders should not sell food products that have been foundto contain melamine or use them as ingredients.
2. Traders should ensure that their food products comply with the legal standards for melamine and are fit for human «
Readers’ Comer

Hazards of Seafood, Sushi and Sashimi - Vibrio Parafiaemolyticils
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Delicious foods fram all over the wordd are available in Hong Kong , which iz reputed as a fine dining hub. Seaft
favourte of Hong Kong people. Sushi and sashimi, known for their freshness, have been very popular in recent years
pose hazards to our health despite their good taste. Seafood may contain Vibrio parahaemohficus, and will easily cau
handled properly. Food handlers should pay extra attention in the preparation or supply of these foods.

Vibric parahasmolyticus as a cause of food peisaning

Vitrio parahaemolyticus is a halophilic vibrio often found in the marine enviranment and seafocd. This bacteria is hi
can breed exponentially in room temperature of 18 * C 1o 22 * Cin a few hours, and are one of the comman &
paisoning, Consumption of seafood (in particular shellfish) that has not been thoroughly cocked may cause bactenal i

One may develop symploms including diarrhoea, vomiting, mild fever and abdominal pain, ete. usually within on
infected. They can recover after replenishing with water and electrolyte together with adequate rest. However, yount
persons suffering from gastric diseases will easily get dehydrated upon infection, In this case, antibiotics treatment me

Vitwio parahaemohticus can be destroved by heating at or above 75 ° C continuously for 30 saconds, Therefore, |
food poisaning is to cook food thoroughly,

Advice to trade:

Acquire and provide fresh ingredients

~ Patronize licensed and reputable suppliers when purchasing food ingredients.
Pay attention to the colour and odour of food (Do not serve any food that is pale-coloured or with a foul smell).
~ State clearly the expiry date, do not sell expired foods.

Keep clean

190



Introduction to Hospitality

~ Staff should cbserve personal hygiene, always wash their hands before preparing food and after going to the toilet,
Handle raw and cooked food soparately

~ Observe food hygiene to prevent cross contamination of raw and cooked food.

Cock focd thoroughly

~ Seafood must be cleaned and cooked tharoughly.

Keep food at safe temperature

~ Sushi and sashimi are foods with short shelFlife. |t is necessary to provide customers with chilling eguipment {cc
such as jce cubes, ice bags) for food transportation and storage. Advise customers to consume the food soon al
leaving it at room temperature for a long period,

Food hews

Dietary fibre

~a it

<

his izsue focuses on a food nutrient called distary fibre, i.e., the tem recommended for a “High” intake in the hes

"3 Low, 1 High” launched in recent years. Dietary fibre is mainly obtainable from vegetables, fruits, whole grain cer
and legumes, etc. Dietary fibre can be dvided into soluble fibre and insoluble fibre. Although neither is absorbed ¢
bath are indispensable to health. The questions and answers below can help you understand more about dietary fibre

Q1: Which one of the two dietary fibres is more important to human health?

A1: Both of them are beneficial to our health in their own way. Insoluble fibre {rainly from whole grain cereals ai
stimulate intestinal movement, facilitates defacation and promotes intestinal health, wheraas soluble fibre (mainky
ocatmeal) helps to lower blood cholesterol level and stabilise blood sugar level. Increased consumption of foods r
provide cther health benefits such as weight management. In this way, we can kill many birds with one stone.
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Q2 What |5 the adequate dally Intake of dietary fibre?

A2: The Woarld Health Organisation recommends a daily intake of not less than 25g of dietary fibre for an ave
consumption of 400g (about 10 taels) or above of vegetables and fruits for an individual to lower the risk of obesity an
diseases, On top of taking encugh dietary fikre, don’ t forget to drink encugh water (about 6 to 8 glasses daity) asa ¢

Q3 How can the daily intake of dietary Tibre be increased?

AJ: We should choose cereals and cereal products with high dietary fibre content, for example, red rice / brown rit
whole wheat bread instead of white bread; catmeal porridge instead of congee, etc. In addition, we should have b
three senings of vegetables each day. Do note that the content of dietary fibre in fruits and vegetables will be reduc
turned into juices.

Critical Control Point of Freparing Steamed Plain Chicken (For Trade)

Poached chicken is a popular food on the menu of local Chinese restaurants. It is prepared by stewing & raw chicken
need to pay atbention to some critical points on safety during preparation of poached chicken. We have chosen ste
mast common type of poached chicken, to llustrate the critical control points that should be noted during prepar.
safety, consumers can enjoy food safely.

Ingredients

[ raw chicken----mwreeeee |1.2 kg (about 2 catties) |

Steps

1.  Rinse the chicken,
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2.  ZSoak the whole chicken in boiling water. Then switch to low heat and stew the chicken for about 30 minutes,
3. Coolthe poached chicken and chop it for serving .

Guidelines on Production of Steamed Plain Chicken
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{1) Purchase and receipt

« Purchase raw chicken from a reliable and hygienic supplier.
+ Inspect the storage conditions and temperature of the chicken upon receipt to ensure that the chicken is not o

(2) Storage

» Store the chicken immediately at safe temperature
o If the chicken is not for immediate preparation, it should be properly covered and stored in the refrig
under cooked food or ready-to-eat food to prevent cross-contamination . The best practice is to use tw
for storing raw food and cooked food. The termperature inside the refrigerator should be checked and r
thermometer to ensure that the fridge remains at 4 “C or below.

{3) Preparation

+ Before cooking { during preparation, wash hands thoroughly with warm water and liquid soap.
+ Before cooking , rinse the chicken.

{d) Cooking

+ The ¢ hicken should be thoroughly cooked before consumption. When the steamed plain chicken is cut, its me
and net red, and blood is not visable.

+ LUse a clean food thermometer to measure the core temperature of the thickest part of steamed plain chicken
at least 75 C. (CCP)

(5) Cooling

+ Cool the steamed plain chicken from 60 o C to 20 o C within 2 hours. (CCP)
+ llse potahle water to cool the steamed plain chicken.

{6) Chopping

+ Before and after handling food, wash hands thoroughly with warm water and liquid soap.
+ Before and after handling food, rinse all food contact surfaces (including worktops, chopping boards , utensils,
+ Use two different sets of tools {including knives and chopping boards) for handling raw food and cooked food.

(7} Keeping and consumption

+ [uwring display, the steamed plain chicken should be kept in a showcase that is insect- and dust-proof.

+ Recordthe time to indicate how long the steamed plain chicken has been stored at room temperature, Do not
chicken at room temperature for more than 4 hours. (CCF)

+ [fthe steamed plain chicken has been held at room temperature for less than 2 hours, it should be refrigerats
heur limit is up.

+ |fthe steamed plain chicken has been held at room temperature for 2 to 4 hours, it should be consumed witk
should not be returmed to the refrigarator.

+ [fthe steamed plain chicken has baen held at room temperatura for more than 4 hours, it should be discardad

(8) Management Systemn

» A preventive food safety management system (such as the Hazard Analysis Critical Control Point ) should be
and control any food safety problems that may emerge during production.
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Erefing of Activities
I. Workshop on Nutrition Labelling Scheme

To facilitate better understanding and compliance of the Nutrition Labelling Scheme, the Centre for Food Safety (CF
werkshops for members of the food trade since this July. So far, workshops have baen conductad for small and mec
organic or health foods, focd traders, laboratory service providers, food manufacturers, food importersisuppliers
recent ane, targeting bakery operators, were held on October 16. For further details, please visit:

hitp:fhearw.cfs gov hi/englishffocd_legffood_leg Workshop_on_Mutrition_Labelling_Scheme html

BERNECEnEN
ENFEEGns
Wettad Gudante Botey on [

Nutrition Labelling and

Wy, Nutrition Claims |

iﬁi: RNEL e+

The CFS has also prepared relevant Guidance Motes setting out details of the Scheme, The Guidance Motes. toge
form for the workshops, are available at:
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Copies of the Technical Guidance Notes on Nutrfion Labeling and Nutrition Claims and Methed Guidance Nofes o
Nigrition Claims can also be obtained from the Communication Resource Unit of CFS at 8/F Fa Yuen Streat Mun
1234 Fa Yuen Streat | Mong Kok, Kawloon |

I, Interviews with signatories of the Food Safety Charter

With a view to sefting a good example for the food trade to help build a food safe city, the Centre for Food Safe
campaign to promote the “5 Keys to Food Safety”™ in mic- 2008, invited food trade associations and licensed food m
Safety Charter. The response is encouraging with a total of 20 food trade aszociations and over 1 500 food prer
Charter as at 1 =t of Movember,

8 =

o T
""’?.'i

One of the signatories. Mr CHE. said that apart from price and taste, the hygienic condtion of food premises wa
customers’ concerns, Food hygiene and food safety, therefore, had been the focus of his Japanese restaurant w
Charter. Shortly afer leaming of this CFS campaign, Mr CHE enrolled to become one of the first signatories
participation within hiz association. He found the 5 Keys fo Food Safefy - Handbook for Trade published by the CF
useful in educating his staff about food safety.

Mr CHE was a “hands-on” person. He went to the market and made purchaze by himself every two to three da
food ingredients must be purchased from reliable and reputable suppliers. He would educate his staff on proper fc
arrange for them to receive fraining on the “5 Keys to Food Safety” | so that they could be familiar with the foo
recognize the importance of food safety.

He always reminded his staff to purchase fresh and wholesome food ingredients, check their quality upon receipt, re
in the course of food preparation, ensure food safety to avoid problems ansing from the food. He considered this
reducing production cost in addition to minimising raw material wastage and product recall.

As a catering operator for over 20 years, Mr CHE had been striving to provide quality customer-ornented services, He
staff to apply the "5 Keys to Food Safety " in their daily werk, 50 that customers would be impressed nat anly by t
sincernty in promoting food safety. As Mr CHE said the financial tsunami had made customers more prudent in =
operators had to be more conscious of feod safety and guality in order to stand out in the industry,

Ancther signatory, Mr VWOMNG, considered that strict compliance with food safety rules was the key to customers
because Hong Kong was a world-class meatropolis, but also because both [acal and overseas customers were expect
eat, Az a professional cataring operator who ran a rencwned westemn restaurant, Mr WONG said that apart from ent
restaurant, more impertantty, signing the Charter helped to disseminate food safety messages to his staff and custor
promoting food safety was well-evidenced in the kitchen of his restaurant where the “5 Keys to Food Safety ™ poste
the walls a= a regular reminder to his staff. To MrWONG, staff training was very important. He never missed the ann.
held by the Government and arranged for his staff to attend whenever poszible in the hope that they could refresh the
and share new information with their colleagues.
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Mr WONG opined that the key to becorme a more reputable restaurant was enhanced environmental hygiene and fo
Customers naturally patronised more if they had confidence in a restaurant. He appealed to the trade to attach gre
safety and join hands in keeping Hong Kong a food paradize.

Information and details of the Food Safety Charter activities (ncluding the invitation letter, application form anc
available at:

hittp e o5 gov hivenglishAvhatsnewwhatsnew_fstrivhatsnew_fatr_food_safety_charter.hirml

The signatory kst can be found in the following web site (for ease of reference, food premises are isted by name, distr
httpiferwrwr cfs gov hivlanglishiwhat snewiwhatsnew_fstriwhatsnew_fstr_Signatory_List_for_licensed_food_premises.hi
Legal Comer

I. Regulations on Melamine

In responze to recent incidentz of metamine found in dairy products of Hong Kong and the Mainland, the Goven
actions and amended the Harmful Substances in Food Regulations (Cap. 1324F), which has already come into
public health,

Under the Regulations, milk, any food intended to be consumed principally by children under the age of 36 months a
be consurmed principally by pregnant or lactating women shall not contain melamine exceeding 1 mgikg. For other §
shall not exceed 2.5 mghkg, “Milk” means cows milk, buffaloes milk and goats milk, and includes cream, s
bewerage, but does not include dried milk, condensed milk or reconstituted milk; “milk beverage”™ rmeans any |
combining liquid milk fat with other solids derived from milk, whether exclusive of any food additive or otherwise.

According to the amended Regulations, any person who imports, consigns, delivers, manufactures or sells food with
that exceeds the statutory limit commits an offence,

Il. The Public Health and Municipal Services (Amendment) Bill 2008

There iz an increasing number of food incidents happening all over the wordd and food safety iz a concem of the ¢
trade has the responsibility to ensure that the food they supply is safe and it for human consumption, They also h:
stop supplying problem food to the market and recall problem food that has already been supplied to protect the healt

In view of this, on October 24, the Government gazetted the Public Health and Municipal Services (Amendment) Bill 2
empower the Director of Food and Enwvironmental Hygiene (DFEH) to make orders administratively to prohibit th
problem food, and direct that problem food supplied be recalled, to ensure food safety and protect public health, The |
Legislative Council on Movermber 5.

Under the Public Health and Municipal Services (Amendment) Bill 2008, DFEH may make orders administrativel
grounds to believe that the making of the order is necessary to prevent any danger to public health.

DFEH will take into consideration the following factors in decidng whether to make the order:

Information of docurnent provided by the food traders, If any, on the safety of the food;

results of food tests conducted by the Public Analyst, if available;

results of food tests conducted by food safety authorities of other countries or places;

food alerts issued by food safety authorties of other countries or places;

time required for conducting the food test;

the exposure of the general public andior particular vulnerable groups to the food;
consumplion pattern relating to the food:

statutory standard of the concemed substances in the food. if any;

availability of information on the contamination of a particular batch or consignment of the food;
availability of informaticn on the contarmination of a particular food factory or the whole region; and
any other relevant considerations.

DD L b

Given that more than 20% of the food in Hong Kong is imported. a prohibition of import order is a highly effective
stopping problem fzod from enteding the Hong Kong market.

For the latest information on the Public Health and Municipal Services (Amendment) Bill 2008, please visit hitp e
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Control Food
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BEZEFHNER

HRYNFETEENERET » BREEAR - SIN2PMHRE
SEAGRE  BRAOMIESE - HEE - Wi - FHUEE
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ﬁ%%ﬁﬂ’ﬂfﬂﬁﬁﬁﬁ% ‘RBESE" - THERKIES

Importance of temperature control

Storing food at improper temperature will allow the growth of bacteria,
such as Salmonella, Staphylococcus aureus and Vibrio parahaemolyticus.
Proper temperature control throughout the food preparation process from
purchasing, production, storing to serving can prevent food poisoning.
Most bacteria grow and multiply rapidly at temperature between 4°C
and 60°C. This temperature range is called “Temperature Danger Zone”.

(" 2
EEMFEMAREE RYEAFHREEENRET
NRERYHMABRK4IZC0E 2 °

To prevent bacterial growth, food should be kept at proper
temperature. Avoid the “Temperature Danger Zone”
between 4°C and 60°C.
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BRIFFERANFAEER  MERT 2 HRAENRE N
FE e RYUZEHERR  SHPALREESRRE7SESHLLE -
EARYARET IRMEEREYREE -

Keeping food at a low temperature can only inhibit bacterial growth. The
most effective way to destroy bacteria is high temperature treatment.
Therefore, food should be cooked thoroughly and the core temperature of
food should reach at least 75°C. Using a food thermometer can measure
and monitor the temperature of food effectively.

s \
ERMMHRAE  RYLRBERF
BRYNPLBREREERMIX7S5EHUL -

To destroy bacteria, food should be cooked thoroughly

with core temperature of at least 75°C.

2151C)
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mEESNR L
Tips for proper control of
temperature

RYIETH Food storage

s REEBHNEY* (M4IPKE  * Perishable food* (such as milk

i) EEME and meat) should always be kept
J T - at temperature of either

¢ WECAERELT 5 5 ¢ 4°Cpcr below; or

¢ MEK60EHLU L - ¢ 60°C or above

s AHRBYEEFEHEEK4IE e Chilled and frozen food should be
RKUTHWEER - AEEY stored at 4°C or below and -18°C
BEGNEEEE T 18E S or below respectively.

LTHEER - * Perishable food should be consumed as
soon as possible before the date of expiry.

"EEBENEYEEARMRARR
ER-

_ ﬁﬁ?ﬁﬁ% Thqwing N

o AREVMAEEEETfE @ Frozen food should not be thawed
FTENMBRAEER at room temperature. Proper
s HIBKOZ4ENSHEAMR Tethods are:

thawing in the refrigerator (i.e.

Gk under 0-4°C);
s EREMSBERAKTHE ¢+ thawing under cold running
B water; or

® . . .
Y ﬁmﬁﬁmﬂﬁ - using a microwave oven
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7.7/ B Cooking and reheating<s> -

s Y ERERZIBEH B ® Food should be cooked or

FhBEZEETSER L reheated thoroughly until its core
s temperature reaches at least 75°C.

s REBHNEYERTE ® Perishable food should be
o BERAESUT ; & displayed at either

3 ¢ 4°C or below; or
* EEG0ESLLL ¢ 60°C or above.

o MBRYTF  BERRT ® [f food is stored, delivered and
EfeRRESHE (K42 displayed within the “Temperature
60E) N EEEEENE Danger Zone (4°C to 60°C)", the

total keeping fi hould
ARAEIA4NE - not exceed 4 hours,
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&

RYBRRHEE

24/NRFEAER 2868 0000

EUERIRMME . 23816096

#a4E www.cfs.gov.hk

= enquiries@fehd.gov.hk

Enquiries

Food and Environmental Hygiene Department

24-hour Hotline: 2868 0000

Communication Resource Unit: 2381 6096

Website: www.cfs.gov.hk

E-mail: enquiries@fehd.gov.hk
BRI LR EWE S DM

B RSN E B A1 HE)

(06/07)
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Hazard Analysi mc:ﬁ Control Point
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Prevention

1. Avoid cross-contamination:
— use separate equipment for handling of raw food and
cooked food;
— store raw food and cooked food separately; and
— wash hands before handling food.

2. Cool food rapidly and store food in refrigerators below 4°C to
prevent bacterial growth.

3. Cook food thoroughly before consumption.
4. Avoid eating raw or undercooked seafood.

5. For seafood eaten raw, such as sashimi, the following
should be observed :
— pay special attention to avoid cross-contamination;
— reserve a specific portion of a refrigerator or a designated
refrigerator for storage of seafood;
— purchase seafood from reliable and reputable sources; and
— consume seafood immediately after taking home.

Enquiry:

For further enquiries and information,
please call the Communication Resource
Unit of Food and Environmental
Hygiene Department at 2381 6096

or 24-hour hotline 2868 0000.

Published by Food and Public Health Branch.
Food and Environmental Hygiene Department (06/04)
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Special atiention o food, enviecnmental and
persenal hegiena can prevent choka

Purchase of food

= Buy raw materials from mliable sourcas for
fiodd production;

« DOon't buy food from uniicansed food premises
o el hawhes,

+ Don't buy exposad food and food which boks,
smells or laskas abnoamal

Handling of [ood and equipment

= All food should ba washead thomuahly balors
cocking,

* Raw and cocked ood should be handied wilth
sepaate Uhensis (e, separate choppling
boards for raw and cooked foodd;

+ Keen raw and cooked food separataly. Plce
aocked food in the upper part of the
refrigemsior so as to prevent i from being
conlaminated by dripping ol raw food;

= Thaw fromen food
completaly toansum
therough cooking,
Dot procass sholkd
be made insice the
relrgemator below 4°C;

« Keap cleansad
G kanes in 8 cusl-
andd ngect- proot
cupboard
Cookmmg and Sqornge of food

= Ensure thovough cooking of food and
relealing of Bllovers belom consumption;

- Baoll water betore cirinkeg;

= All perishable foccd should be stordat a
lemparatume below 4°C or above BOYC

« Awcict keeping e fish or shedfish in watss
fram unieliabie soume. Fish fanks shoukd be
cleansad at megular mlervals. Fish lank water
should be fileed and changod eouently, A1
oo business koence holders should keep e
fish o shalfish in watar of qualty not below
the standard speciied in Publc Haalth and
Municipal Sarvices Ordinance, Chapler 132

(2} Environmental Hyvgiene

= Unhygienic amviranment attracts rals and
Ingects and lBads 1o contamination of tood,
Abways keap the insicke and culside of the
premises clhan;

= Ensure proper disposal of faecal matter soas
I svoicd contaminalion;

= Put mefuss in a dustbin with proper id and
Glaan up regukarly

{3)Personal Hygiene

» Keap hancks clean, Wash hands with soap and
weater aftar visting kb and belors ealing and
hanclling fooct

« Wear clean washablke outfit at wark

= |m cass of gastro-infestinal disturbancas like
womiting and diamhoaa, don't handk or cook
foodd
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i Rules Tor Processing

Shellfish

Mot shalfish obtains nulnients by liker feedng
mathod. They are easly mected by Vitne chaolma
Feaplke aating contaminated shelfish wit contrac
cholara, When processing sealood like shrimps,
lobstars, cabs, oysiors, clams, mussels and
s, the folowing nies belp peeenting chokra:

Purchnse

= Buy anly thosa
shalllizh which am
fresh, with intact
shel and free froim
abnomal aoour;

= Check f the
comtalner and
water for helding
The shedifish ae
chan;

= Don't patmnis:
[lecpal b kers a5
thair source o
Supph' may not be
sdle,

Washimy

= Sorub and rnse the shelllsh in clean walar,

= Remove the viscera,
L'oolling

= Cook themughly
before consumption;

= Remave the shall
belore cooking as it
impecies heat
e Etion,

= Enaure thomugh
coking of the sheliish
betore consumption
In particular the Pacific
ayshars shaukd ol be
eaten raw and shouid
b pooked in bolling
watar for not less than
five minutes;

= When having hotpot, use sepamte chopsticks
andd utensils for handling cooked and raw food

Pubdic shoukf
cnly buy and
CONSLIMS

shelifesh that

am to be

eatan Ew

g ek

owsters, bhstar
sashimi,

peoduck :
sashimi ==
from rellabls
anct mpulable food premises
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RS #

Food and Environmental
Hygiene Department
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What is Listeria

Listeria monocytogenes is a kind of
bacteria commonly found in nature
(e.g. soil, water) and may be found in
some foods. Such bacteria can survive and
multiply at temperature as low as -0.4°C, but
it can be easily destroyed at normal cooking
temperature. Eating foods contaminated by the bacteria
may result in listeria infection (listeriosis).

Signs and Symptoms of Listeria Infection
(Listeriosis)

The disease symptoms are variable and depend on
the individual's susceptibility. Flu-like symptoms such
as fever, headache, vomiting, diarrhoea may occur
from 12 hours to a few days after eating contaminated
foods, but symptoms may develop only after weeks.
Although listeriosis is uncommonly reported in Hong
Kong and causes few or no symptoms in healthy
people, it can be very dangerous for pregnant
women, newborns, the elderly and people with low
immunity. In serious cases, listeriosis can result in
septicemia, meningitis and encephalitis. Infected
pregnant women may transmit the bacteria to their
foetuses, leading to miscarriage, still birth, premature
birth or serious illnesses in the newborn baby.

Preventive Measures
1. Choose Safe Food

® Pregnant women, the elderly and people with low
immunity should avoid the high risk foods. Foods that
may contain listeria are mostly chilled ready-to-eat
foods and refrigerated foods. These include:
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® Check that the food package is intact and
the expiry date on the label is not overdue.

® Do not buy foods and drinks from illegal
hawkers.

Introduction to Hospitality

soft cheeses

ready cooked, cold chickens (whole or
sliced)

cold meats
pates

prepared and stored salads (such as salads
in salad bars of restaurants, supermarkets
or delicatessens)

raw seafoods (such as sashimi and oysters)
smoked seafoods (such as smoked salmon)
unpasteurised milk

foods made from unpasteurised milk

2. Store foods properly

® Store hot foods at 60°C or above.

® Keep perishable foods, such as meat, milk and egg
products, in refrigerator at 4°C or below.

® Put ready-to-eat foods at upper compartments and
raw foods at lower compartments of a refrigerator to
avoid cross contamination.
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3. Practise good food and personal
hygiene

® Wash raw vegetables and fruits
thoroughly before eating.

® Thaw frozen foods in refrigerator.
Do not thaw at room temperature.

® Cook raw foods thoroughly.
® Re-heat leftover foods thoroughly.

® Separate raw foods from cooked foods.
Cooked foods should be covered
properly to avoid cross contamination.

® Use separate equipment to handle raw
and cooked foods. Wash equipment
and hands thoroughly after handling
raw foods.

® Wash hands thoroughly after visiting
toilet and before and after food preparation.

Enquiries
Food and Environmental Hygiene Department
Enquiry Hotline: 2868 0000

Source of photo:

Microbiology Division, Public Health Laboratory Services Branch,
Centre for Health Protection

Published by the Food and Public Health Branch,
Food and Environmental Hygiene Department
Printed by the Government Logistics Department (04/05)

214



Salmonella

T O T S T T T
e e, e sl g el el

rasblraing s bty seved v sy B
W .

S
[T

a R T [ NSTTSERER TRPEe T

0 -

Py Bttt rrins oL £ e o
VI - R A 1 TVRE S R
5P ettt st r Eniel b e g

P s o e e, L e el
WV ] TR ¢ BT 1 T

a [T W - —————

R o S S T

&

G
L R T RS By ey
s i e e *

o ol 13 e T e e e
i

.
tu-l‘n-.uui-n.r-nmmﬂ s

€

215

Introduction to Hospitality

T Y RTH E  BR
o L T R T [T
1 e 2 e e iR
T R

A 1 17w e T

B e e pe eyl e e
Il LR RIERE LRI Pl o

P P B i e B M i 2

o bt el s i ]l S s e il b
& g e

& Al higpalit

& gl promll . el it b

il Ty i
00 e g W 1 e e e 98
W

fri Al



Introduction to Hospitality

f

b

i)
i

‘e
-
-
.
N

L &
P LYE S

* B

216



Introduction to Hospitality

m:.;

vthat are ﬂ'eq uently mcrfmiﬁatetl m

as sﬁced and prqcessed rneat,
meat pies and cured hams

« poultry and egg products

‘hand Fmg durlng pre‘paratian but wnthuut subse—

i querit cooking, the toxln—prod ucing
Stq_.phyloc;}cgl multiply and elaborate toxins

which cause illness.
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Prevention

1. Food handling time should be reduced to an absolute mini-
mum. Proper handling, storage and thorough cooking of
food are required and do not keep food at room temperature

3 longer than necessary.

f:'r i 2. If food is not to be consumed immedi-

T ately, store it at temperature below
4°C or above 60°C,

3. Leftovers should best be discarded.
Otherwise, they should be properly
stored in refrigerators.

4, Persons suffering from respiratory tract
infections should be temporarily excluded
from food handling.

5. Promote personal cleanliness among food handlers.

6. Cover cuts or septic wounds with water-proof dressings to
prevent contamination of food by bacteria.

7. Hands should be washed with water and soap before han-
dling food and in any case, avoid touching cooked food with
bare hands.

8. Do not cough or sneeze around food. Never smoke or eat in
the kitchen.

9. Keep the kitchen and its surroundings clean. Wash, handle,
sanitise and store utensils and equipment properly.

Enquiry:

For further enc 'tﬂ?f’ei-and information, please call
gommunicaiian Resource Unit of Food and Environmental
;El?ygi,me Department at 2381 6096 or 24-hour hotline 2868 0000. ;]'

o o ) e s

ished by Food and Public Health Branch,
d and Environmental Hygiene Department (06/04)

=
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| Norovirus
A foodborne pathogen
you should know

ﬁ B @G EMBR2HL
Food and Environmental ' ig Centre for Food Safety

Hygiene Department

"
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Norovirus is recognised as the most important cause of non-
bacterial outbreaks of gastroenteritis worldwide. Althoughitis a
serious problem in many countries, this foodborne hazard can
be prevented easily. Let us know more about

the virus!

Q:
A:

>0

Q: Which kinds of food are commonly identified as the

A:

What is norovirus?

Norovirus is known as Small Round
Structured Virus (SRSV).
Gastroenteritis caused by norovirus is
usually mild and self-limiting.
Symptoms may include nausea,
vomiting, non-bloody diarrhoea and
abdominal cramps. According to literature,

norovirus is a common pathogen of viral gastroenteritis and
noroviral gastroenteritis is more common in winter.

: How does norovirus spread?
: The only known host for norovirus is infected human. It can

be spread by fecal-oral route via contaminated food and
water. Other major modes of transmission include person-to-
person spread, contact with contaminated object and aerosol

spread. e
His
source of outbreaks? o
As norovirus is commonly found in sewage-contaminated 2
water, the shellfish harvested from ot
polluted water or vegetables s
irrigated with polluted water it
are very likely to be *
contaminated. lce, salad, 2
raw vegetables and shellfish
have been identified as the

media of food poisoning
outbreaks caused by norovirus.
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Therefore, consumption of
these contaminated foods
poses a high risk of
norovirus infection.

Q: How to prevent norovirus
infection?

A: The key to the prevention of
norovirus infection is the strict
observance of food, personal and
environmental hygiene.

Advice to the public

@ The public should patronise licensed and reputable food
premises, especially when eating high risk food like raw oysters.
@ All foods, in particular shellfish, should be cooked
thoroughly before consumption.
@ If vegetables are eaten raw or
for salad preparation, they
must be thoroughly washed
and well covered in
refrigerators at 4°C or

Clean ha,,
8

o, below.
, % @ Wash hands thoroughly
%ﬂ! 2 with soap and water after

using the toilet, before
handling food or before
eating.
@ Travellers visiting
places appeared to
have polluted water are
advised to drink
pasteurised milk or bottled
beverages without ice and eat
thoroughly cooked food while
serving hot.
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Advice to the trade

@ All foods, especially shellfish, should be purchased from
reliable and reputable suppliers.

e Importers are strongly encouraged to obtain health certificates
issued by the health authority of the country of origin to certify
the foods concerned are fit for human consumption.

@ Food handlers with symptoms of vomiting or diarrhoea should
not handle food until they are symptom-free for at least two
days.

For further information,
please contact the Communication Resource Unit of the
Food and Environmental Hygiene Department.
Address: 8/F, Fa Yuen Street Municipal Services Building,
123A Fa Yuen Street, Mong Kok, Kowloon

Tel: 2381 6096

FOOD AND ENVIRONMENTAL HYGIENE DEPARTMENT

Enquiry Hotline : 2868 0000
Email : enquiries@fehd.gov.hk
Website : www.fehd.gov.hk

Publishied by the Centre for Food Safeiy,
Food and Environmental Hygiene Department
Printed by the Government Logistics Department (07/06)
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9 tigh Fin Grouper

Black Saddied Coral Grouper
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Seafood Traders

« Comply with the requirements stipulated in
the Code of Practice on the Import and Sale of Live
Marine Fish for Human Consumption*, for example:

w Importers are required to report to the Food and
Environmental Hygiene Department for every import of
live coral reef fish.

 Importers, wholesalers and retailers
should avoid importing, purchasing &
and selling fish known to have a high
risk of carrying ciguatoxin, and coral
reef fish from unknown or suspicious sources.

@ Importers, wholesalers and retailers should keep
accurate records of the supplies and distribution of all
live marine fish for source tracing if any problem arises.

Flowery Grouper

Areolated Coral Grouper

» Keep coral reef fish of different sources or suppliers
in different fish tanks or zones.

*The Code of Practice can be downloaded from
hitp:/fwww.fehd.gov.hk/safefoodflibrary/Ciguatera_fish/fish_cop.html

Leopard Coral Grouper

Pictures adopted from “Grant's Guide to Fishes",
“Fishes of the Great Barrier Reef and Coral Sea” and
"World Wide Fund Nature Hong Kong”

Photographer: Jo Ruxtan Potato Grouper

Food and Environmental
Hygicne Depariment

BB AR gﬁ'é) BY R 2P

-

Published by the Centre for Food Safety,
Food and Environmental Hygiene Dm
Printed by the Government Logistics nt (07/06)

225



Introduction to Hospitality

e/Department;

226



Introduction to Hospitality

Poisoning can result from ingestion of
shellfish contaminated with phycotoxins.
These toxins are produced by free-living -
micro-algae, upon which the shellfish feed.
Bivalve shellfish such as clams, mussels,
oysters, fan shells and scallops are
common vehicles responsible for shellfish poisoning. This is because
they are filter-feeders and naturally ingest the toxic algae in water.
When the algae are toxin-producing, the toxins will be concentrated in
the shellfish tissue, particularly in the viscera. The amount of toxin in
the shellfish depends on the number of toxic algae ingested.

Harmful Algal Bloom (Red Tide)

Harmful algal bloom, commonly known as red tide, occurs when the
micro-algae grow very fast and densely accumulate in water to the
extent that visible coloured patches appear. The occurrence of such
algal "blooms" is a natural phenomenon. The concentration of toxin in
shellfish living in the affected seawater rapidly increases. These toxins
often cause little or no ill-effect on the shellfish. However, shellfish can
concentrate the toxins and act as a vector transferring these toxic
compounds further up the food chain to carnivores, such as fish and
crabs, and are ultimately consumed by humans.

Toxic Algae - Dinoflagellates

Dinoflagellates, a group of unicellular flagellated micro-algae, are
notorious for the production of certain potent toxins. The toxins are
heat-stable and cannot be destroyed by normal cooking.
Dinoflagellates produce two types of toxins. One causes
gastrointestinal problems and the other causes respiratory paralysis.

Classes of Shellfish Poisoning

Four major classes of shellfish poisoning
assaociated with red tide phenomenon have
been identified:

* Paralytic Shellfish Poisoning (PSP)

* Diarrhoetic Shellfish Poisoning (DSP)

* Neurotoxic Shellfish Poisoning (NSP)

* Amnesic Shellfish Poisoning (ASP)
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Paralytic Shellfish Poisoning (PSP)
PSP is a life-threatening syndrome.
Symptoms are mainly neurological and
their onset is rapid. Symptoms include
tingling, numbness, burning of the

perioral region, ataxia, fever, rash and
staggering. These may last for a few

days followed by spontaneous recovery.
However, there are some severe cases that may result in respiratory
arrest within 24 hours of consumption of toxic shellfish.

Diarrhetic Shellfish Poisoning (DSP)

This is the second commonest shelifish poisoning that may affect
humans. As the name implies, symptoms of DSP are gastrointestinal in
nature. Symptoms, usually begin within 30 minutes to a few hours after
consuming contaminated shellfish, include diarrhoea, nausea,
vomiting, chills, and moderate to severe abdominal pain and cramps.
Complete recovery is expected within three days. No known fatality
has occurred.

Neurotoxic Shellfish Poisoning (NSP)

NSP is rare and not a life-threatening syndrome. Symptoms tend to be
mild and usually include tingling of facial muscles, cold and hot
sensory reversal, bradycardia and dilation of pupils. Symptoms may
resolve quickly and completely within a few days.

Amnesic Shellfish Poisoning (ASP)

ASP is caused by marine diatoms and characterised by both
gastrointestinal and neurological disorders. Symptoms include
vomiting, abdominal cramps, diarrhoea, headaches and in particular a
short-term memory loss. ASP could be life-threatening.
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----------A----A--‘----1
Precautions
* Buy shellfish from reputable and licensed seafood shops.

* Eat a smaller amount of shellfish in any one meal, and avoid eating
the viscera, gonad and roe.

* Toxins that are heat-stable cannot be destroyed through cooking.
However, thorough cooking to boiling temperature may highly reduce
the risk caused by microbiological contamination.

* Children, patients and the elderly may be susceptible to poisoning
and should be cautious in consuming shellfish.

* When symptoms occur after consuming shellfish, seek medical
advice immediately from nearby hospitals and save leftovers for
investigation and laboratory testing.

‘--““‘-“-““,

h“"-""""""'

‘.-‘

For further information,
please contact the Communication Resource Unit.
Tel: 2381 6096
Address: 8/F, Fa Yuen Street Municipal Services Building,
123A Fa Yuen Street, Mong Kok, Kowloon

FOOD AND ENVIRONMENTAL HYGIENE DEPARTMENT
Enquiry Hotline 2868 0000

Email enquiries@fehd.gov.hk
Website www.fehd.gov.hk

Published by the Food and Public Health Branch,
Food and Environmental Hygiene Department (08/05)
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Proper Handling of
Gficlales
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Vegetables are essential in a balanced diet. They are good sources
of dietary fibres, vitamins and minerals. Vegetables help promoting
gastrointestinal health and reducing the risk of certain chronic
diseases, such as cancers and cardiovascular diseases.

Pesticides are substances used to kill or control unwanted insects,
plants, fungi, rodents or other pests. Insecticides, herbicides,
rodenticides and fungicides are some commonly used pesticides.
Proper use of pesticide on vegetables can reduce crop damage by
insect pests and fungi, reduce soil erosion upon the removal of weeds,
as well as increase the crop yield. Consumers’ health and living quality
are thereby enhanced with the provision of a large variety of pest and
disease free, safe and wholesome vegetables at reasonable price.
However, if pesticide is used improperly, consumers may ingest
excessive amount of pesticide residue, which may affect their health.

Pesticide residue present in
vegetables may be resulted from:

® direct or excessive use of pesticide on vegetables;

@ insufficient time allowed for the breakdown of pesticide
to a safe level before harvesting; or

® gnvironmental contamination.

Symptoms of an acute pesticide poisoning include
vomiting, diarrhoea, abdominal pain, dizziness and
numbness. In severe cases, the victims may

even have difficulties in breathing, blurred
vision and convulsion; while a
chronic poisoning may damage the
nervous system or other organs
such as the liver and kidneys.
Some pesticides may be
transferred to an embryo via the
placenta or to a baby via

breast feeding, thereby
affecting their development.

Pesticide residual problems
are more commonly seen in
leafy vegetables such as
Chinese flowering cabbage,
Chinese lettuce, Indian
lettuce, watercress and
cauliflower.
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Monitoring and Control of
Vegetables on Sale in Hong Kom?ra-u

Lo N s
The Centre for Food Safety (CFS) of !
the Food and Environmental Hygiene
Department (FEHD) operates a food
surveillance programme and regularly
takes samples of vegetables at
import, wholesale and retail levels
for testing.

Most of the vegetables on sale in
Hong Kong come from the y
Mainland. All vegetables imported from the Mainland must come from.~ = ‘ -
registered farms or purchasing stations under the supervision of the
Mainland monitoring authorities. CFS has a Food Control Office at M
Kam To. When the vegetables reach Man Kam To, the CFS will inspect
relevant documents including the Pesticide Declaration Certificate, SO N
Monitoring Card, etc. Random samples of vegetables will also be collected _?i-
for testing of pesticide residues at the Man Kam To Food Laboratory ST
whenever necessary. f‘. - %" )

In addition, the CFS also collects vegetable samples at the wholesale andf e ‘!“. >
retail levels for the test of pesticide residue by the Government Laboratory. ~
Furthermore, vegetable samples will also be collected and tested for heavy .
metals.

Uy

The CFS currently takes reference from the Maximum Residue Limits»,-‘b‘r
(MRLs) recommended by Codex Alimentarius Commission in determining
whether vegetables contain excessive pesticide residue.

MRL is the maximum concentration of a pesticide residue permitted.in
food commodity when the Good Agricultural Practice (GAP) is
observed. According to the GAP, one should apply only the
minimum amount of approved pesticide necessary to con
pest, thereby protecting the health of consumers. The primar
aims of setting MRLs for pesticides in food are to safeguard
public health and to provide an indicator for the trade.

Foods containing pesticides below MRLs are considered
wholesome and fit for human consumption. However, pesticide
residue level exceeding the MRL does not necessarily mean
that there is an immediate health risk. There is no cause for
undue alarm. An excess in the pesticide residual level reflects
an improper use of pesticide or a contamination of the
vegetables, which requires rectification at the sources.
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Advice to the Public

1. To reduce the health risk of
pesticide residue due to
consumption of pesticide-tainted
vegetables, members of the
public can wash vegetables
well in clean running water for
several times; then soak
them in water for one hour or
blanch them in boiling water

for one minute and discard the BN R i s
water. Both measures canbe s TP NI,
adopted together for further 4. o o
risk reduction.

2. Concerned individuals, who
wish to further reduce their
intake of pesticides, may
remove the outer leaves or
peel the vegetables.

3. Members of the public are
advised to take a balanced
diet and eat a variety of
vegetables to avoid
excessive exposure to certain
contaminants from a small
range of food items.

4. One should seek medical advice
if feeling unwell after eating
vegetables.

Advice to the Trade
When using pesticide, farmers should follow the GAP which includes:
@ use only approved pesticides;

@ apply only the minimum amount of pesticide necessary to control
pest;

@ do not harvest vegetables within two weeks after the last pesticide
freatment.

For any enquiry, please call the FEHD's hotline 2868 0000,

; Published by the Centre for Food Safety,
ﬁ%ﬁ%ﬁ SE % Food and Environmental Hygiene Department
Food and Environmental Printed by the Government Logistics Department
Hygiene Depariment (04/07)
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Ze2EBpiERE Advice to Trade
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(A} Handling of mw materials

1. Purchase raw materiaks from mputabla and miakle
suppliars,

2. Wash all vegetables and fruils thamughhy

3. Cock eggs, poultry, meat and seafood thoreughly.

4, Uss pastourised eggs or egg products to propans
salad dmssEings.

4, Stlome salsd dressings st 497 or balow once thair
pac kages am opened,

&, Avoid holding chilled ingrediants (g 9. meat, seafood,
cub fruits arsd vegetables) and finished products at
abowe 4°C for merz than twe hours.

(B} Self-serve salad bars

1. Display salad imgredients in a propar mannar and at
4°C ar bakaw,

2. Provide suffizient numbers of torgs or lades with long
handies and mplaca tham with clean ores whan
appmpriabe (e, at fourhour interval. Remove
contaminated tongs and ladies (s.9. thoss dropped
ante the flaor) from the salad bar ara immediataly.

3. Disglay ingradents in small portions and avoid topging
up with fresh ones.

4, Cigzard leftovers.

5. Supervisa the salad bar ama by approprataly traired
staff to pmiect the food agairst contamination by
customers.

{C) Hygienic practices
1, Observe good personal, food and envimnmental
by ine,
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JiBEyEYE Production of Salads

RERMR

Purchasing raw material

{4

[RHHEINT (st EE R R R - H o SR
PR - IBEE)

Processing of raw materials (e.g.slicing or
chopping of washed vegetables and fruits,
cooking of meat and seafood, etc.)

=4

Dressing

{1

e

= ok
Mixing of ingredients

L

BRISE

Packaging & coaol storage

iz

Transportation under low termperature ¥
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Cool starage
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Ready to serve
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Aslas world chty

zgl?&} Centre for Food Safety

The Gavernment of the Hong Kong Special Administrative Réegion
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Food Safety Focus

"Food Safety Focus™ provides a new channel of communication bebween the Centre for Food Safety (CFS)
and the general public. |ts main objectives are to arouse the awareness of the community on current food safety
issues, both local and overseas, as well as the actions undertaken by the CFS in relation to these issues; to
previde professional and sasy-to-understand information on various food hazards and their public health risks
and to promote food safely through enhancing communication with the food trade and public,
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« Benzoyl Peraxide in Flour ' HTML
|Food Safety Focus (20th |ssue, December 2008)
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[Food Safety Focus (28th Issus, November 2008) ——
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|+ Melamine Contamination in Eggs | HTML
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|+ Desiccant and Food Safety _ HTML
|Food Safety Focus (26th |ssue, Septermber 2008)
| + Cadmium in Rice ' HTML
| + Biclogical Hazard in Food - Viruses POF | HTML
i + Caliform and Soft lce-cream ﬂ
|Food Safety Focus (26th Issue, August 2008)
|+ Mitrate in Food HTML
[+ marugr@ Hazard in fabi:! - Pathogenic aactana (Part I1) i [ HTML
| = Paralytic Shellfish Poisoning Toxins and American Lobster Tomalley o HTML
|+ Saimonelia and Hot Peppers HTML
Food Safety Focus (24th Issue, July 2008)
i + Coliforms in Milk - Presence of Bad Bugs? HTML
| * Biclogical Hazards in Food - Pathogenic Bacteria (Part [) PDF HTHL
+ Saimonelia and Tomato : HTML

|Food Safety Focus (23rd lssue, June 2008)
i
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| + Trans Fats - Part 2 HIML
|+ Persistent Organic Pollutants in Food - Food Safety Implication ol | HTML
|+ Vibrio vulnificus and Food Safety ' HTML
i"__f-‘ba'.ridﬂ.'m botulinum and Pesto Sauce | HTML
Food Safety Focus (22nd |ssus, May 2008)
| + Mercury in Fish and Food Safety HTML
'+ Persistent Organic Pollutants in Faod - An Overview s |l HIML
|+ Cantaloupes and Salmomea i HTML
i + Watercress and Parasitic Infection _m_
Food Safety Focus (21th Issue, April 2008)
| + The Troublemaker in Gravies: Clostridium perfringens and food poisening | HTML
i « Pesticide Residues in Food {Part I1l) - HTML
|+ Arsenic in Pear Juice HTML
'+ Aflatoxins in Peanut Products HTML
Food Safety Focus (20th Issue, March 2008)
| * Review of Food Incidents in 2007 HTML
£ ?asﬁ:ida'ﬁaﬁuhe's in Food (Part Il) s HTML
|+ Petroleum Products in Salmon HIML
i » Disposable Food Containers and Their Safety = HTML
Food Safety Focus (19th Issue, February 2008)
« Cyanide Poisoning and Cassava HTML
+ Pesticide Residues in Food (Part ) HTML
. Malhnm:duphas and Dumplings FDE HTML
+ Scombroid Fish Poisoning HTML
[Food Safety Focus (18th Issue, January 2008) '
v Heavy Metals in Dried Oysters HTML
+ Mercury and Food Safety HTML
+ Bromate in Food EDE HTML
« Nitrafuran, Malachite Green and Canned Pork Products HTML
Food Safety Focus (17th |ssue, December 2007)
|+ Sulphur Dicxide in Meat HTML
|+ Arsenic and and Safa'ty i HTML
|+ Salmenella in Seed Products T HTML
! + Listeria monocytogenss and Mussels HIML
Food Safety Focus (16th Issue, November 2007) \
| + Trans Fats in Faods HTML
|+ Cadmium and Food Safety B HTML
| = Metal Pieces Found in Yoghurt | HTML
|+ Scorpion Stings and Langsat  HIML
Food Safety Focus (15th Issue, October 2007) i
| + Presaratives in Dried Fruits and Pickled \Vegatables | HTML
| + Lead Exposure in Our Everyday Life HTML
i + Awian Influenza Vimuses and Food Safety ERr HTML
! + Enterobacter sakazaki in Powdered Infant Formula HTML

Food Safety Focus (14th Issue, September 2007)
I
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|+ Leanness-enhancing Agents in Pork | HIML

+ Overview of Metallic Contaminants in Food ! HTML
K Crganic Contaminants in Local Mussels | KL HTML
'+ Shigefia in Baby Carrots | HTML
Food Safety Focus (13t lssue, August 2007)

+ Foodborne Botulism | HTML

+ Matural Toxins in Food Plants | HTML
|+ Salmonells in Snacks | FOE HTML
'+ Formaldehyde in Creamy Candies | HTML
Food Safety Focus (12th Issue, July 2007)
| » Listeria monocytogenes and its Control | HTML
| Nah{ral Touwic &.rl.n.stinnces.in Seafood | PDE HTML

+ Sudan Dye in Rice Dumplings | ) HTML
| « Copper Sulphate and Wrapping Leaves for Rice Dumplings | HTML
Food Safety Focus (11th Issue, June 2007)

'+ Paralytic Shellfish Poisoning | HTML

+ An Overview of Matural Toxins in Food I HTML
+ Food 'Poi:'mning Caused bj' Wild Mushrooms | FOE HTML

» Contamination of Animal Feed with Melarine and Food Safety | H]‘_ML_
Food Safety Focus (10th Issue, May 2007) '
| + Arsenic in Food | HTML

+ Food Additives: Sﬁfﬁty and Hazards | ﬂlM_L
| + Paralytic Shellfish Poisoning Toxins in Scallops | - HTML
'+ E coliO157H7 in Meat Products i COHTML
Food Safety Focus (8th Issus, April 2007) '

+ Tetrodotexin Poisoning | HTML
: + Allergens in Food | 55 HTML
| + Patients Suffering from Kidney Diseases Should Refrain from Eating Star Fruit I SEe m
| = Poisoning Caused by Grass Carp Gall Bladder | HTML
Food Safety Focus (Bth Issue, March 2007)

+ Lisferia monocytogenes in Food | HTML
| + Sweeteners in Food | HTML

+ Cadmium in Oysters ERE HTML
|+ Safety of Basil Seeds | HTML
Food Safety Focus (7th Issue, Fs:l:fq*l_mry 2007)

« Qilfish Consumption and Qily Diarrhoea | HTML
|+ Colouring Matter in Food | HTML

. DOT Residues and Food Safely Bl
|+ Listeria and Individuals at Risk i HTML
[Food Safety Focus (6th Issue, January 2007)
|+ Formaldehyde in Food j HTML

« Preservatives in Food ! HTML
I~ Vitamin K: A Brief Encounter Bl T

+ Stevioside Used as Sweetener in Food | HTML

Food Safety Focus (5th Issue, December 2006)
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| + Sudan Dyes in Food | HIML

_. - Chemicals in Food: Overview of Food Addtives : HIM_L
« Nitrofurans Residues Found in Marine Fish POE HTML
+ Malachite Green Found in Freshwater Fish i HTML
Food Safety Focus (4th lssue, November 2008)

|+ CFS Investigated Food Poisoning Cases Related to Raw Oysters from the

|Same Supplier HTML
« Dwverview of Chemical Hazards POF | HIML
+ Botulism and Pasteurized Carrot Juice [ HTML

[Food Safety Focus (3rd Issue, October 2006)

|+ E colf0167-H7 Outbreak Associated with Bagged Fresh Spinach in the US | HTML
« Overview of Biclogical Hazards [ HTML
« Arsenic in Fish RDF [ HTML

'+ Mercury in Seafood [ HTML

|Food Safety Focus (2nd Issue, September 2006)

|+ Endosulfan Detected in Eels Exported to Japan from Mainland China | HTML
+ Hazard and Risk in Food Safety (Part Il | HTML

|+ Danger of Eating Raw or Undercocked Freshwater Animals PRE | HTML

'+ What Constitutes an Incident/Food Safety Case? ' OHTML

Food Safety Focus (1st Issue, August 2006)

| = Recall of Salmenella Contaminated Chocolate Products in the United Kingdom | HTML
+ Hazard and Risk in Food Safety (Part I) | HIML

| + Food Poisoning Cases Traced to Raw Sea Urchins from the Same Supplier FOE | HTML
« New Zealand Food Sufmy Authority (NZF5A) advised the public not to i HTML

lconsume uncooked oysters imported from Korea e
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4 The Role of Technology in the Hospitality Industry

4.1 The Development of Technology in the Hospitality Industry

4.1.1 The Importance of Employing Up-to-date Information
Technology

Front Office

The front office is always regarded as the "heart" of a hotel. Whether it is a small hotel or
a large international one, property management systems (PMS) are needed for day-to-day
operations. From reservations to revenue management, they help the hotel to yield its
room sales and revenues. The computer systems provide the most up-to-date information
to both front office staff and guests. When a potential guest calls the hotel to make a
reservation, the hotel reservations clerk can accept or reject a booking immediately by
searching through the computer. In addition, the staff can put the caller on the waiting list
if a room is not available on certain dates.

During a guest's stay in a hotel, any transaction can be input directly into the computer
system. Once the guest has checked out, the room status can be updated at once and the
reservations clerk can take new bookings.

In addition, the front office can generate useful reports, such as arrival and departure lists,
to relevant departments. Those reports can help departments plan and organise resources
in advance.

Front Office
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Housekeeping
The PMS can provide the housekeeping department with the most up-to-date information
in order to help the department arranging the cleaning of guestrooms.

The executive housekeeper can input the cleaning schedules of guestrooms in order to
maintain the high standard of a hotel. Besides, the housekeeping department can make
use of the system to block any room for general cleaning and maintenance.

For example, the consumption of cleaning chemicals can be stored in the computer. It
thus provides valuable information for the executive housekeeper to prepare the budget.
In addition, the room inspection list can be retrieved from the computer whenever needed,
especially in reviewing the performance of staff.

The housekeeping coordinator in the housekeeping office can update the room status of
guestrooms so that the front office can offer the room to new guests, provided it has been
inspected by the floor supervisor. The PMS system can speed up the process and cut
down on communication breakdowns between departments.

Food and Beverage

The most valuable commodity for any business is reliable and up-to-date information.
Computers have given the food & beverage department the ability to provide information
more effectively and efficiently to the management and general staff. Computerised
systems can help monitor work as it is being carried out, thereby warning of possible
errors before they happen.

Data about storage of equipment and materials, distribution of these products throughout
the food & beverage department and new products now available can be accessed.

Once data has been input, a food & beverage management system can become an asset to
the business. For instance, this type of system can store all the recipes used in the
organisation's outlets. Using this information, kitchen staff can order goods from the
stores using these recipes and the order will be automatically scaled to the correct
quantities required and cost of the menu items, thereby giving staff the correct selling
price to achieve the correct profit margin.

Most catering businesses, hotels and restaurants use generic systems that provide the

kitchen manager (head chef) and restaurant manager (maitre d') with financial modelling
and forecasting.
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4.1.2 The Ways Technological Changes Improve the Operational
Efficiency of the Hospitality Industry for Customers,
Tourists and Staff

Electronic Point-of-Sale Systems (POS) take the place of traditional cash registers. They
take the form of a single cash register with a processor, memory and printer, all
incorporated into one unit. They have a greater capacity than traditional cash registers.
Typical functions include the ability to store multiple totals which enables overall sales
for a shift to be analysed as required. A touch screen with programmed prices of menu
items makes the process faster and more efficient. Once the information has been input, a
copy will be sent to the responsible outlet, e.g. kitchen, bar, room service. All orders will
show the time it is processed which in turn eliminates the errors of hand-written chits.

Management reports are very comprehensive, giving details such as the sales of each
item on the menu.

Information of this type can further assist the management to ensure that the business is
operating at its maximum efficiency and profitability.

Electronic POS systemin a Hong Kong restaurant
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Stock Control Systems

Using it at its simplest, this system will allow stock to be entered when received and
issued to different food & beverage units in an establishment. The system will ultimately
calculate the value and quantity of the remaining stock.

There are more sophisticated systems that, apart from providing the basic features,
include a range of others such as suppliers, new products on the market and alerts when
stocks fall below pre-determined levels, thus automatically making new orders.

These stock-control systems are relatively easy to use for bar stock but become more
complex when dealing with food items. This is because quantities and weights are not

always standard.

ACTIVITY 61

Can you think of any other departments within a hotel that may use technology to improve
efficiency, reduce waiting time of guests and maintain a competitive advantage?

4.1.3 The Property Management System (PMS) in Hotels

PMS is an integrated computer system that includes the computerisation of the front desk
processes and, at most, the control of virtually all operations in the hotel, including
telephones, in-room movies, the use of electricity and other mechanical devices.

It can also control food and beverage operations and information, remote point-of-sale
equipment, management information systems, and systems that link the hotel to
worldwide information networks.

Benefits of implementing PMS:

- The operation of a hotel can be improved by reducing repetitive tasks.

- The information needed by the management to make decisions is current and easily
accessible.

- The service provided to guests can be improved with regard to the timing and accuracy
of pertinent information.

- The internal operations of a hotel can be standardised in a way that is easy to control
and will be almost impossible to duplicate in a manual system.
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Figure 21 Hotel property management system

Certain functionsof PM S
Reservations
* Individual reservations
=  Group reservations
= Room blocking
* Mails and messages
= VIP guests
» Deposits and refunds
» Availability
= Travel agents
»  Groups and plans
= Reservation module reports
= Arrivals and departures
=  Group reports
=  Departure list
= Master list

Front Desk and cashier systems
= Registrations and changes
* Selecting a room
» Transferring a guest
= Messages and mails
*  6pm hold reservations
» Billing of groups
» Locating a guest
= Posting charges
* Printing in the cashier area
* Night audit
* Room rate variance
* Credit limit report
» Daily report
* Room revenue report
= City ledger activities
* Interfacing
* Checklists
» Housekeeping functions
» Room status changes
» Discrepancies
» Telephone department

244



Introduction to Hospitality

Housekeeping systems
= - Assigns room for cleaning at the beginning of the day
- Daily housekeeping report
- Daily reports on check-ins, check-outs, occupancies, vacancies and maintenance
- Change status from "dirty" to "clean"
- Change to "block" if room is undergoing maintenance
= - Inventory
- General cleaning management

Reservation Module
Availability/ Forecasting
Reservation records
Reservation Confirmations
Room Pricing
Revenue Management

General Management Module

Guest Accounting Module Revenue Analysis

Folio Management - 5 Operating Statistics

Credit Monitoring Financial Analy5|s
Transaction Tracking Guest History

Rooms Management Module
Room Status
Registration

Room Assignments
Room Rate Information

Figure 22 Rooms Division computer applications

ACTIVITY 62

Do you think PMS can totally replace staff in hotel operations?
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