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Quest 2016 – Splus 12

Accommodation 

Self Preparation Form
Issue 3 -  July 2016
Outcomes

· The level of cleanliness and housekeeping is visibly acceptable, taking account of customer expectations 

· There are high standards in the appearance and condition of the rooms, catering and associated areas, fixtures and fittings 

· The provision of room accessories meet customer expectations 
· The provision of catering services meet customer expectations

· There are high standards of customer service in all areas reflecting general pride by the staff (reception, food service, maintenance)
	Challenge:

	Example of Best Practice:
	What  do we currently do:
	What action can we take:
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Splus 12 - Accommodation
Self Preparation Form

	Challenge:
Challenge:

	Heading:
	What do we currently do:
	What action could we take:



	PLAN
	
	
	

	How do you commit to the provision of appropriate accommodation?
	· Business Plan objectives are defined and set out what is to be achieved

· A responsible member of staff oversees and co-ordinates the accommodation function

· Standards are defined in line with good practice

· Staff assist in the planning, application and monitoring of housekeeping standards

· Sufficient resources are allocated to meet standards

· A room inspection check sheet is in place and used

· Catering check sheets are in place and used

· Good practice is endorsed as set down by advisory organisations

· Policies and procedures are developed, defined and documented as part of an integrated quality management system

	
	

	DO
	
	
	

	How do you communicate the standards set or provide appropriate customer information?
	· Pledges are displayed committing to maintaining acceptable accommodation and catering standards

· Guidance is provided with clear written standards for staff to follow for housekeeping and catering duties

· Good housekeeping and catering practices are shared and staff are involved in assessing the processes

· Regular meetings and forums are held with customers and stakeholders

· Accommodation and catering standards are promoted through the website

	
	

	What legislation or statutory requirements have you considered to deliver these facilities/standards?
	· Portable electrical equipment is portable appliance tested (PAT)

· Staff are aware of checking electrical equipment prior to use

· Essential COSHH data and assessment documentation is available

· Personal protective equipment (PPE) is available

· A plan is in place to deal with chemical spills and other major incidents; staff are trained in the procedures

· Equipment is inspected, serviced and safe to use; instructions on use are available

· Housekeeping processes are planned to ensure minimum disruption to customers

· Customers and staff are informed of housekeeping in progress

· Notices are displayed regarding responsibility for customer property

· Customers and staff are advised of the evacuation procedures; and an emergency action (EAP)plan is in place 

· Safer food, better business is used and a HACCP system is in place


	
	

	What training has taken place to deliver these standards and commitments taking into consideration relevant health and safety requirements for staff and customers?
	· Housekeeping and catering standards are included in the training plan

· Good housekeeping and catering systems are embedded into the induction training

· COSHH training is delivered to staff exposed to chemicals

· Chemical suppliers are used to provide training

· Staff are encouraged to complete national vocational qualifications (NVQ)

· Staff are trained on all relevant policies and procedures


	
	

	How have you allocated resources to deliver these standards/ commitments?
	· Sufficient resources are allocated to deliver and maintain the housekeeping and catering standards

· All areas of accommodation are part of an integrated housekeeping and catering cleaning programme

· Housekeeping and catering duties are clearly defined and documented

· Appropriate planned and reactive maintenance procedures are in place

· Planned maintenance schedules are in place for all aspects of the accommodation operation

· An appropriate reactive maintenance reporting system is in place and used

· An inventory for equipment, furniture and fittings in in place and linked to a replacement programme


	
	

	MEASURE 
	
	
	

	How do you measure?
	· A range of Key Performance Indicators (KPIs) are in place

· Customer surveys are carried out to measure satisfaction levels

· Customer feedback processes are in place for accommodation; feedback is recorded and measured 

· Customer comments are taken into account when measuring performance

· Check sheet evaluation processes are in place to ensure a consistent approach

· External audits/ quality assessments are used

	
	

	REVIEW
	
	
	

	How do you review what you measure?
	· KPIs are reviewed and analysed

· A quantifiable review process is in place and results of customer feedback is considered 

· Customer comments are analysed to check standards are being met

· Review process are in place for inspections and monitoring regimes

· Review processes are planned and completed in a timely manner and involve all staff

· Trend analysis is used to evaluate if standards are being delivered

· Staff are consulted on the accommodation process to ensure awareness of standards

· Performance of contract cleaners is monitored that specifications are met

· Catering processes are reviewed and evaluated to ensure value for money

· Staff rotas are reviewed to ensure there is adequate time for housekeeping and catering tasks

· Processes are in place to review and update policies and procedures

	
	

	IMPACT
	
	
	

	Has what you have done made a difference?
	•
The business plan objectives are achieved

•
KPIs are improving

•
Compliments are increasing and complaints reducing

•
Evidence is available that show customer concerns are dealt with promptly to ensure customers are satisfied

•
Customer satisfaction is improving

•
Customers are using the accommodation more often and recommending the service; is this generating more income

•
Controlled use of resources is helping reduce expenditure

•
Recycling is having a positive impact on environmental standards

•
Staff involvement is increasing staff job satisfaction and ownership
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