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Diploma in Hotel Management Level 4
Unit 9
Question 1
I. Which type of information does the sales and marketing department require from the front office?
The front office is the main hub within the hotel for communicating all information to the required departments. The sales and marketing department depends on on the front office to provide information regarding guest and their bookings. Constant communication between both departments is vital to help increase the profile of the hotel and ultimately increase sales and profits. The sales and marketing department requires the valuable information regarding guests’ visits to ensure the right promotions are put in place and to target the right type of clientele. The following information is required frequency of guests’ visits; special needs; the type of visit e.g. business, family holiday, honeymoon etc. and the area the guest comes from. These are all valuable marketing resources, also help with a smooth running of the booking process and can help promote the hotel to groups and business functions.

II. ‘Guests’ history is an important source of information for sales & marketing department’. Why?
The sales and marketing department requires information regarding guests’ history as it is a valuable resource for promotions and targeted campaigns promoting the hotel and/or hotel chain. Using the details the guest divulges, this department can keep guests up to date with information regarding the hotel and sales promotions to encourage further visits. Often the guest will give their permission for the hotel to contact them via email when filling out the registration form, or online reservation. If the hotel holds a loyalty scheme to regular guests then the sales and marketing department will refer the appropriate guests to this scheme. Overall the ability to gain this information can be of high value to the hotel to increase their sales and image.

III. What does a banquet manager do?
Within a larger hotel establishment there will often be a banquet manager, this position is in place to organise and manage all events taking place at the hotel, for example weddings, special parties and business conferences. The banquet manager will arrange all the details regarding the event and organise the required departments, allowing staff members to know their duties. The banquet manager will report to the food & beverage and hotel manager, as well as communicating with the Sales department. The duties of the banquet manager will vary dependent upon the establishment, some smaller hotels may ask the food & beverage manager or another member of staff to undertake this position, alongside their role. The typical responsibilities for this position include:
· In control of costing regarding food & beverage and event equipment. Either in charge of the budget, or following one already set. 
· Subordinates – banquet staff.
· Ensuring quality control.
· Organisation of entire event, planning and prior meetings, including hiring and set up of banquet equipment, e.g. tables, glassware, crockery etc.
· Organisation of orders and deliveries and appropriate storage.
· Communication with sales department, food & beverage department including chefs.
· In charge of the bar & bar requisitions during event.
· Inventory of hired stock, orders and labour, involving accounts of all.
· Meet & greet of guests and on site during event.
· Following of all guest/host requests, including dietary requirements and menu planning.

IV. Explain the terms of used to describe housekeeping room status.
Communication between the housekeeping department and the front office/desk is essential to ascertain the status of guests’ and their rooms. This allows for a speedy change over and cleaning of rooms, in time for new guest arrival. The departments use set room statuses to allow for ease of communication, as there may be a large number of rooms within the hotel. The room statuses are as follows:
· Occupied – the guests have occupied the room already.
· Available Clean or Ready – the room has been cleaned and cleared by housekeeping staff, ready for occupation of guests.
· Dirty or On-Change – guest has already checked out but housekeeping are in the process of cleaning the room. Room not released for occupancy.
· Out of Order – room has maintenance issues so out of use to guests. 
· Stay-over or Service only – guests will not be checking out of room on that day. Service room only, not complete change.
· Check out – guest has departed the hotel and it is ready for housekeeping staff.
· Late check-out – guest has requested a late departure, housekeeping must wait until available to clean.
· Guest Lock-out – the guests’ items still in the room, however, guest not allowed access until management approval.

V. ‘Communication is important between the front office and food and beverage department’. Why?
Communication between all departments with the front office is essential, therefore, the food and beverage department is just as important. This often involves the transfer of details regarding payments and additions required to be entered onto the guests account, usually from dinner or bar purchases the guest has signed for. The front office staff must ensure the correct information is received to guarantee the appropriate charge is accounted for. Also the front office needs to make the food and beverage department aware of guest numbers to allow for the potential restaurant bookings and food/bar orders. This helps to ensure over or under ordering of stock does not occur, and guarantees guest satisfaction; a major goal for the hotel. Another reason for upholding good communication skills, is to allow for unexpected expenses for the food and beverage department; the front office has a restricted amount of petty cash set aside by the general manager, to allow for last minute purchases, typically required for the kitchens needs.

VI. What is the importance of communication between the front office and security department?
The security department plays a vital role with the workings of the hotel, the front office must communicate any important information to the security department regarding the guests e.g. if there are any VIPs in house. The two departments will work together to ensure the guests’ security is one of the foremost roles, this often occurs without the guests knowledge, however all staff are aware. The health and safety regulations and fire safety rules are communicated between all staff members, however the front office and security departments play the vital roles in a fire evacuation, ensuring all guests vacate the property.
Question 2
What is total quality management technique? And what role does it play for the success of a hotel?
Total quality management (TQM) is a technique used by management of any industry, to understand and critically evaluate the process in which their products or services are delivered to the customer. This is particularly useful in the hospitality industry. By questioning the processes and methods used to conduct the service, the management and staff member can adjust procedures to become more effective and improve the customer service quality. TQM was developed in the 1950s by W. Edwards Deming, a theorist studying methods to improve products with minimal defects by enhancing the planning stage. Continual monitoring of customer service using this technique will always enhance a business, and improve staff members’ knowledge and skills. The main focus for a hotel establishment is to improve guest satisfaction, through using this technique this will occur when the front of house employees interact more with supervisors and also the guests. One of the main focuses is the upkeep of interdepartmental communication. The techniques used within TQM vary from establishment to establishment when tried and tests, however there are core values of the system that many businesses believe to be key elements:
· ‘Planning’ stage – ascertaining and identifying the main cause/s and issue/s that need addressing by monitoring aspects of the business and services provided.
· ‘Doing’ stage – this is the development of stages to combat the problems addressed, including a measurement tool for evaluation at a later date. Implementation of the improvement plan.
· ‘Checking’ stage – where staff members evaluate and check the results of the processes used.
· ‘Acting stage’ – where staff members recommend any further action.
One of the main benefits to a hotel establishment with using this method is to reduce issues and complaints received by guests, by improving guest/staff interactions and customer service; along with the improvement of the product provide. This is turn enhances the working environment for all staff members, keeping them motivated and performing at their highest standard; this will then have a beneficial impact upon ratings and sales. Hotels should follow the total quality management scheme and adjust according to their establishment.
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