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Answer All Questions 

1. Read the case "Interdepartmental Coordination" and answer the questions below. 
Interdepartmental Coordination 

Mr. Perera, the General Manager of Cinnamon Hotels, made a booking for Mr. Fernando 
who was expected to arrive on the 4th of July at 10.00 a.m for a three-day stay. Mr. Perera 
knew how important the guest is. Mr. Fernando was the Vice President of a leading 
international airline with whom negotiations were on for their crew stays. Pleasing Mr. 
Fernando and meeting his expectations meant around five rooms would be sold per day 
for the whole of next year-a business deal worth around a crore. Mr. Perera was thus very 
particular about meeting the guest personally, but he had to attend the Management 
Board meeting at the Head Office in Singapore on the day of Mr. Fernando's arrival. As 
such he called for the Front Office Manager, Mr. Salim and realized that he was on leave. 
He then made a note about the guest and mentioned that this guest does not like to have 
any green colour in his room as he dislike it. The message was sent to the newly 
appointed lobby manager, Mr. Goonawardana. 

Cinnamon Hotels was hosting a three-day National Cardiology Conference from the 5th 

to 9th of July. Mr. Goonawardana, with his new job wanted to ensure a very good 
response from the cardiologists as he knew that this was a prestigious event. He was busy 
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making arrangements for the convention when the note from the general manager arrived. 
Mr. Goonawardana scribbled a note regarding Mr. Fernando's stay to the executive 
housekeeper, 'no green to be used'. 
Ms. Lalani, the housekeeper on duty, received the note and started getting room No. 216 
ready for the VIP, Mr. Fernando, as instructed by Mr. Goonawardana. She noticed 'no 
green to be used' and was a little confused. She finally decided that after all some people 
are allergic to plants and so no greenery by way of foliage or flowers was to be placed in 
this room. She has had such guests before, who were allergic to all plant material she 
realized how busy the Front Office was with the cardiologists conference and didn't want 
to trouble Mr. Goonawardana. 

The room was arranged, all spic and span, with all the VIP amenities excepting flowers 
and indoor plants. Ms. Lalani herself had checked it with meticulous care. She was sure 
that the welcoming VIP Suite would bowl over any VIP guest. 

Mr. Fernando checked in and was escorted by a Front Office assistant to the VIP Suits. 
However, he was thoroughly disappointed to find the colour green in the patterned on the 
carpet, on the lampshades, in mural painting of trees just above the beautifully made bed. 
He gave instructions to process his check-out and decided that if the hotel was not able to 
follow a simple request of his, his crew was not likely to be in a relaxed state of mind 
before their next flight if they stayed here. He didn't put in a formal complaint, but 
arrived at a decision regarding the status of the contract. 

i. What decision do you think that Mr. Fernando would have made about the contract with 
Cinnamon Hotels? (10 marks) 

ii. What communication links between Mr. Perera, Mr. Goonawardana and Ms. Lalani 
would have ensured the decision was swung in landmark international's flavour? 

(10 marks) 
iii. Which personal attributes do you find missing in the staff involved? (5 marks) 
iv. Can Mr. Perera still do anything to clinch the deal? (5 marks) 
v. Rewrite the case study making appropriate changes to outline a scenario Cinnamon 

Hotels gets Airline contract. (20 marks) 
(Total 40 marks) 
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2. Discuss the management functions that a professional housekeeper 
successful. 

needs to perform to be 
(10 marks) 

3. What are the advantage s of providing of staff uniforms? 
a. With the reference to the management 
b. With the reference to the employees 

(5 marks) 
(5 marks) 

4. With low unemployment rates in the local community, turnover of housekeeping 
employees is a continuing problem at the 450-room Great Stay Hotel. Nilani, the new 
executive housekeeper faced a serious challenge-rising occupancy levels and an 
inexperienced staff. She analyzed department turnover records and found that, at any 
given time, 30% of the room attendant staff had not worked beyond a probationary period 
of 90 days. She also found that, at any given time, 15% of the room attendant staff was 
still completing the department training program. This meant that a sizeable portion of 
her staff never reached the productivity level required by the department's staffing guide. 
To ensure that rooms were cleaned on time for arriving guests, Nilani overstaffed the 
department and regularly scheduled 20% more room attendants to work than the staffing 
guide recommended. At the management team meeting, the general manager and hotel 
controller were shocked by the amount that housekeeping labor expenses exceeded the 
monthly budget. 

Given the current financial condition of the hotel, budget variances were totally 
unacceptable, which actions would be least appropriate for Nilani to take in order to bring 
expenses back in line with the budget? (10 marks) 

5. Explain the importance of accident and loss prevention. What security measures are taken 
to protect guests and their property? (10 marks) 
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6. What are the advantages of providing staff uniforms? 
a. With the reference to the management (10 marks) 
b. With the reference to the employees (10 marks) 

(Total 20 marks) 
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