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Bilingual communication issues can result in wasted energy

Another great article from The Rooms Chronicle, the #1 journal for hotel rooms management! ***|mportant notice: This article may not be reproduced without
permission of the publisher or the author.*** College of Hospitality and Tourism Management, Niagara University, P.O. Box 2036, Niagara University, NY 14109-
2036. Phone: 866-Read TRC. E-mail: editor @roomschronicle.com

Notice: The ideas, opinions, recommendations, and interpretations presented herein are those of the author(s). The College of Hospitality and Tourism
Management, Niagara University/ The Rooms Chronicle assume no responsibility for the validity of claimsin items reported.

The United States has developed an extremely dynamic population made up of many different nationalities. The Spanish population has
become the second largest group in America. Statistics also show that Spanish is the second most common language spoken in America. We
have all noticed that Spani sh-speaking adults now make up a substantial portion of our workforce. The hotel industry employsasignificant
number of Spanish-speaking workersin all of the departments throughout the hotel. Thisis common in ailmost all size cities today.

Spanish-speaking employees pose a unique problem in the hotel business since most of the training manuals, bulletin board material and
signage in the hotel is in English. The communication gap can result in situations where a significant amount of energy is wasted due to
misun-derstandings, ineffective communications, or even general lack of under-standing. In a typical lodging property, the three key
departments affected greatest by thisissue are housekeeping, laundry and kitchen. The engineering department also is susceptible to this
problem, but not as seriously.

The housekeeping department is the most susceptible department in terms of bilingual issues. Housekeepers literally visit every room of the
hotel on a daily basis and have the responsibility for taking corrective action and reporting any problems that may be observed. There are
specific procedures the housekeepers must follow to provide aquality product, while conserving energy. Thetemperature setting on thermostats
is the most common problem noticed. Spanish-speaking employees typically think in terms of Centigrade, rather than Fahrenheit. This can
cause difficulty for them in setting thermostats to the proper temperature during heating and/or cooling seasons. |ssuing each room attendant
asimple placard with a sketch showing atypical guestroom thermostat setting can easily resolve this problem and overcome any bilingual
issues. Housekeepers are also obviously responsible for turning off al lights and appliances, and closing draperies after cleaning the room.
They also should report any potential plumbing problems that are noticed while cleaning the room. Without proper training in English, these
issues will prevail on an ongoing basis.

The hotel kitchen is another area where bilingual issues can have an effect on efficient energy use. Proper temperature settings and preheat
time periodsfor kitchen cooking egquipment are extremely important. Proper thermostat settings for walk-in and reach-in coolersand freezers
are critical to eliminate premature spoiling of foodstuffs and to minimize excessive cooling costs.

The last key area of a hotel where bilingual issues are almost always a common problem is the on-premise laundry. Washing, drying and
ironing must be done properly to maintain the quality, comfort and use-life of the washed linens and to conserve energy, water, and other
chemicals. An established and adhered to plan for preventative maintenance for laundry equipment isan essential component of any good on-
premise laundry operation.
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checklists and post them throughout the hotel. These checklists can also provide an interesting subject for
staff meetings, 10-minute training sessions, and shift change and morning line-up briefings. <

(Phil Sprague is a member of the AHLA Executive Engineers Committee and president of PSA Hotel
Energy Consultants. Based in Minneapolis, PSA Hotel Energy Consultants assists lodging companies and
individual propertiesto devel op effective, cost-saving energy strategies by auditing and assessing all energy
consuming devices and appliances, and delivering compre-hensive, customized recommenda-tions in an
actionable format. They can be reached at 952-472-6900.)



