[image: BOLC_Logo]                                                                  
   Assignment Cover Sheet





	Student Name:
	Alicia Bolanos Bernabe

	Student Number:
	1490

	Course:
	Diploma Hotel Management

	Assignment NO:
	9



Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	
                                                                                           Alicia Bolanos Bernabe
                                                                                           Assessment 9
                                                                                           ID 1490
                                                                                           Page 1

1.
I. The Marketing and Sales Division depends on the front office to make guest history data available to them, specifics regarding the visit of each guest. Partial information is collected based on the zip code, corporate affiliation, visit frequency, special requirements, and reservations for the rooms.
The past history of guests is a vital resource for sales and marketing, as it is used for target marketing campaigns, to develop promotions, get mailing labels ready and choose appropriate advertising media. The front office staff has to make every effort to maintain this database up to date and accurate.
Completing the bookings of special functions (like conventions, wedding receptions or seminars) is determined by the number of sleeping rooms available for the guests. The sales and marketing executives need to check room availability three, six, or even, twelve months in advance to ensure that the hotel can house the anticipated number of guests. The front office maintains a database of rooms available in the property management system.
Information for the sales and marketing division has to be delivered accurately, completely and fast. The switchboard operator supplies the vital link in communication between potential client and the marketing and sales department salesperson. It is the duty of the front office manager to inform all new personnel in the front office regarding the staff in Sales and Marketing Division and the duty of each person.
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II. When staying at a hotel, every guest likes to be treated as royalty. Each guest wants the staff to understand his or her preferences, instinctively anticipate needs, and unobtrusively make the stay memorable. So how do modern customer relationship management tools help hotels to make that happen? The first and most obvious answer is that hotels chains offer ‘frequent sleeper clubs’ that promise airline points or bonus stays as a reward for continued patronage. The second one is that the hotel may use the guest history databases to build the customary mailing list. Mailing lists offer guests the magic chance to know about what’s going on at hotels in and around the vicinity. This is an excellent use of guest history for the hotel. Mailing lists lure new guests to the door or remind those who have visited earlier to come again.
For the past few years, hotels had been asking guests about their preferences, and how they’d like the minibar to be stocked. Now, they are going a step further by discreetly monitoring what guests do during their stays and then recording that information, which is shared by the hotel company’s multiple properties.
An efficient team understands that guests expect good service as a right these days, and have no misgivings about switching to another hotel or resort. However, effective service lies in striking a balance between being inquisitive and nosy.

All things considered, the guest history becames part of a file that can be used to determine when a guest might visit in the future; the type of accommodation the guests prefers; dining preferences; use of amenities or recreational facilities; and other, more personal data. Guest history is used to strategically market new guests with similar characteristics. It can be used by the hotel’s sales and marketing department for promotional mailings soliciting repeat business or to target potential guests with similar profiles.

III. The banquet department frequently combining the functions of marketing and sales division and food and beverage division uses the front office to pass information to guests regarding events and bill payment.
A banquet manager is a professional who organizes and directs events at banquet facilities. Some examples of such events can include corporate banquets, wedding receptions, reunions, conferences, and other large meetings. The events frequently take place at hotels, resorts, and independent banquet halls. A banquet manager is often responsible for not only the events and staff, but for the facility itself. For example, he or she typically oversees the preparation of the event location to ensure that it complies with health and safety regulations. He or she may also supervise a large catering staff and oversee the entire event, including food ordering and delivery, preparation, service, and cleanup.
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IV. Housekeeping room status may be detailed in the following conversational terms:

• Available Clean or Ready—the room is ready to be occupied
• Occupied—guest or guests are already occupying a room
• Stay over—guest will not be checking out of a room on the current day
• Dirty or On-Change—guest has checked out of the room, but the housekeeping staff has not released the room for occupancy
• Out-of-Order—room is not available for occupancy because of a mechanical malfunction


V. It is essential that the front office and the food and beverage department maintain communication. A portion of this communication is passed by relaying messages and delivering precise information on transfers, in the way of forms used to pass information regarding a charge to a guest’s account. Predicted house counts is another communication activity, this is an estimated number of guests expected to register determined by using prior occupancy activities, and processing requests for paid- out, forms used for recording amounts of monies paid from the cashier’s drawer on behalf of a guest or an employee of the establishment. Such vital services aid the overworked food and beverage manager, restaurant manager or the banquet captain fulfill the public demands.

The relationship with the front office department can become when all foods and beverages consumed daily in a detailed list is received, and then make the billing summary, encargues by clients to their respective room (room service), complaints from customers, receiving actual and projected data on employment and possible services, report by the arrival of a group, information from the daily occupation , essential to prepare breakfast, etc.

VI. The exchange of information between the security divisions and the front office is crucial when providing hospitality to the guest. Both divisions work in close collaboration to uphold guest security. Things, such as, emergency communication systems and fire safety procedures in addition to the system of routine investigation of guest security issues necessitate cooperation between these divisions.

2. 
Total Quality Management (TQM) is a management technique used by managers to critically review processes employed to deliver products and services. Managers are required to ask frontline employees and supervisors to interrogate every step in the techniques employed to provide hospitality to the guests.
The most critical facet of Total Quality Management, resulting in improved products and services for the guests in the hotel industry, is the interaction taking place between frontline employees and their respective supervisors. The employee interaction in a group and/or one-on-one basis to determine “what is the root of the problem” and Total Quality Management practices would ensure that the front office 
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checks with housekeeping to determine availability of a room in this situation. The basis is that communication between departments is promoted every time a team made up of members of the different divisions, meet to analyse a challenge to delivering hospitality.

Implementing TQM is an important process for improving organisational efficiency within businesses. TQM appears to have been a universal remedy for solving organisational problems and improving organisational performance.

Quality is one of the most expected by customer's aspect of almost all service products. High and unique quality is a way to win customers and make them loyal for a long time.
Global competition and economic liberalization are creating opportunities for organizations. They use “quality” to compete with other organizations to improve their market share. TQM is one of the important quality improvement techniques, which many firms are using to achieve success. TQM has been widely implemented throughout the world across different industries and sectors. The implementation of TQM has given them positive results.
The purpose of TQM is to provide a quality product or service to customers, who will, in turn increase productivity as well as customer satisfaction and decrease the cost with a higher quality product/service and lower price, competitive position and customer satisfaction in the marketplace will be enhanced. TQM is a way of managing the industries to improve product as well as service quality and the overall efficiency of production and other operations.

Total quality is a strategy to ensure long-term the survival , growth and profitability of an organization optimizing their competitiveness, continuing assurance the customers’s satisfaction and elimination of all types of waste.
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