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Marking Criteria:
[bookmark: _GoBack]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. 
	1.
i. Convention hotels can provide a large quantity of rooms. In addition to accommodation, they provide extensive meeting and function space and facilities for hosting conventions. There are banquet areas within and around the hotel complex and most provide an in-house laundry, a business centre, airport shuttle service, and 24-hour room service. They are often found close to convention centres and other convention hotels.

An example of a convention hotel is the Aloft London Excel, the only hotel directly connected to the ExCel International Convention Centre in the east end of London. It has a restaurant, bar, its own meeting and events spaces, and a swimming pool.

ii. The basic differences between a hotel and a motel are as follows. Motels are designed for overnight stays for car travelers, often with very basic facilities. They are not designed for multiple-night stays. Rooms usually have direct access to an open carpark, they are often smaller than regular hotels and they are located on the outskirts of towns or cities – with good links to major road networks. By comparison, regular hotels are often found closer to city centres and other tourist/business amenities.

iii. Extended hotel stay hotels cater to customers who stay for an extended period and often take the form of serviced apartments. They usually offer full kitchen facilities, shopping services, business services and limited housekeeping services. In contrast, Bed and Breakfasts provide a breakfast meal to guests, as well as a much more personal service. They are usually small, privately owned houses, and they are often family run.

iv. The Hospitality industry and Tourism are closely linked. The Hospitality industry is generally accepted to be those companies and organisations which provide food, drink, or accommodation to people who are “away from home”. This definition means therefore that there is overlap with the tourism (travelling for pleasure or business) industry to a certain extent – some argue that both tourism and hospitality are in fact part of the same industry. One example of this synergy is an airline: it both provides food and drink, and transports customers for pleasure or business.

2.	There are five characteristic features in the hospitality industry.
It provides a mix of both product and services. For example, customers in a restaurant pay not only for the food (product) but also for intangible benefits like a comfortable dining atmosphere (service).

Two-way communication between staff and customers is key to success. Service staff can only meet the needs of customers if they are able to communicate effectively with them about their expectations.

Building relationships with customers is essential to attracting repeat customers. These can be nurtured through membership or loyalty programmes and discounts, as well as through the development of informal friendships between frontline staff and customers.

Cultures and backgrounds of staff employed in the sector can often be diverse. Staff therefore need to be open-minded to overcome conflicts and misunderstandings that can occur because of differences in religious beliefs and values.

The service-orientated nature of the hospitality industry means it is often labour intensive. This characteristic is particularly true for hotels that target the luxury end of the market. For example, staff-to-guest ratios are very high in fine-dining restaurants and five star hotels.



3.	The major hotel departments include: Engineering, Security, Human Resources, Food and Beverage, Sales and Marketing, and Accounts.

Engineering: this department is responsible for maintaining the physical plant of the hotel, such as plumbing, heating, air conditioning, and lift systems, and overseeing all mechanical and technical conditions of the hotel.

Security: responsible for protecting the safety and security of hotel guests, employees, and the hotel itself. Examples of its functions include monitoring surveillance and patrolling grounds.

Human Resources: is responsible for the hiring of staff, their orientation and training, wages administration, employee relations, and staff development.

Food and Beverage: is responsible for providing food and beverage services to the hotel guests and visitors. Examples of areas covered by F&B include lounges, bars, restaurants, banquet services, and room service.

Sales and Marketing: is responsible for generating new businesses for the hotel, coordinating advertising, as well as sales promotions and public relations activities aiming at enhancing the hotel’s image.

Accounts: Headed by the financial controller, the department is focussed on increasing profitability through better control and asset management. It is responsible for monitoring all of the financial activities of a hotel. Examples include overseeing accounts receivable, accounts payable, and payroll.

4.
a)	A General Manager’s main job responsibilities include providing leadership to the management team, coordinating the work of all departments, participating in the formulation of hotel policies and strategies, leading the hotel staff in meeting the financial, environmental and community responsibilities, and assuming full responsibility for the overall performance of the hotel.

b)	The Residential Manager’s main job responsibilities include: developing and executing plans developed by the owners or general manager, checking on operations and assisting where needed, completion of statistical reports and reviews thereof, and the daily operations of and management of the hotel.


Activity

1. My area is Oetz, a small town in the Alps near Innsbruck, Austria. There are around 70 different hotels, B&Bs, and apartment buildings in the town. Prices for a standard double room range from €20 per person/per night in an apartment in the summer low season to €131 per person/per night in a four star hotel with half-board at Christmas. Around 40% of the available beds are in three-star and above rated accommodation, while the other 60% - or around 800 beds – are aimed at the budget end of the market.

Four of the establishments are four-star hotels, which all have spa facilities, five are three-star hotels or B&Bs, and the rest are either two-star or unrated. Four of these premises have restaurants open to the public and there are a further six independent restaurants and bars in the town. These tend to serve either Italian or Austrian inspired cuisine to a good but basic standard. Most are in town or on the outskirts, while four are directly on the piste.

The target market for the hotels in Oetz is leisure travellers, primarily families taking part in sporting activities outside. In winter the trade is largely made up of skiers and snowboarders who are attracted by the direct access to 90km of pistes, as well as the town’s close proximity to Soelden – another ski resort with 145km of pistes. In summer, which sees an equal number of visitors to the town, tourists hike in the mountains, cycle, rock-climb, or swim.

The average length of stay is between three and four nights and the majority of foreign visitors come from Germany, the Netherlands, and Switzerland.
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