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Clifford Welch 1493
Diploma in Hotel Management Level 4
Unit 1 
Question 1

I. Describe the different levels of service offered in hospitality industry.
Within the hospitality industry, different levels of services are provided, these are categorized under the following headings: travel, food service, recreation and lodging. Travel includes airlines and any form of transport within the package; the food service covers all food and beverage experiences e.g. restaurants; the recreation sector covers any attractions and parks as well as resorts, and finally the lodging aspect refers to hotels and methods of accommodation, away from home offering unique experiences of their own. 

II. What is the basic difference between a hotel and a motel?
The basic difference between a hotel and motel is the facilities and services provided, the price range and the overall look of the establishment. A hotel generally offers a range in pricing for all budgets, as well as an array of options from dining, shops and in some cases recreational activities such as Golf and Recreational Theme parks. Whereas a motel, is a more basic accommodation for those on a tight budget and/or location convenience for business reasons or transit clients, generally only used for overnight stays on the outskirts of a city/town or within the common business districts. 

III. How are limited service hotels different from extended stay hotels?
Extended stay hotels offer guests/clients accommodation for an extended period of days. The facilities and services offered usually include room suites, laundry services, shops, recreational activities, housekeeping, and room service. Business people and holidaymakers usually frequent these. Whereas a limited service hotel are the opposite, offering basic facilities and services for guests, often only accommodation where short stays are needed, such as over-night stops for convenience or catering for the budget restricted client.  

IV. What is the importance of setting objectives when managing a hotel property?
Objectives are paramount to the success and smooth operations for any business, especially for managing a hotel; they ensure all goals of the hotel are met and business objectives reached in the process. Incorporating all avenues such as social, financial, environmental and ethical issues. Objectives help businesses to reach long term as well as short-term goals ensuring development, client satisfaction and profitability.  

V. Briefly outline the points which should be considered when developing objectives for a hotel business.
The development of practical and useful objectives is essential to hotel businesses. Budgets, staff training, customer service and relations and environmental factors, need to be considered in the implementation of hotel objectives. The want and need for development in correlation to increase business, image of the hotel as well as client satisfaction and safety are all important considerations.

VI. What is the basic difference between goals and objectives?
Goals are the end result any person/business intent to reach; objectives are the stages that need to be met in order to reach each goal. Objectives are measured as they incorporate time frames and development budgets. Goals have direction, allowing the objectives to be reached. Goals and Objectives work in unison to achieve the desired and intended results.
 
VII. What are the general policy areas for a hotel?
The general polices for a hotel include the all-important health and safety regulations, quality control, staff training, security controls/measures all SOP’s (Standard Operation Procedures) for every Managerial Department as well as general staff positions. All policies, however they are issued, must be monitored closely by management departments as the implications directly impacts upon the guests experience and hotel operations.

Question 2

a. Referral property – is a hotel type franchise, operating independently but governed by criteria. This referral property type promotes advertising, utilizes logos and slogans associated with other affiliates. Referrals offer similar benefits to a franchise, however with lower costs, fees are charged to join the association and for services required.  

b. Company owned property – this is a property owned by a particular company, which is either managed by themselves or an independent management company. Franchising within this sector is possible.

c. Residential hotels – is essentially and apartment type building and layout in a manner of individual rooms or suits; offering basic services like housekeeping, room service and restaurant/dining facilities. 

d. Commercial hotels – these hotels are often situated in city centers, often smaller in size than a convention hotel. Offering more limited or smaller facilities such as, fewer restaurants, or smaller business amenities. They have a select type of clientele such as businessmen and woman. 
Question 3

a. General Manager (GM) – the GM oversees the complete running of the establishment; managers and heads of department will report to this position. Guidance, leadership and coordination of the work within the departments are delegated by the general manager. GM’s contributes to the devising of hotel policies and standard operating procedures (SOPs) and policies, ensuring they are being followed to meet goals. GM’s take on the responsibility of the environmental, social and economic aspects of the business. They ensure interdepartmental communication occurs on a regular basis, through meetings. Recruitment and dismissal processes, appraisals and employee performance meetings conducted with cooperation from the HR department. Customer relations and dealing with complaints as and when needed. Overall management of the property and staff. GMs are also responsible for health and safety of their guests when on the property. 

b. Executive Housekeeper – coordination and supervision of the entire housekeeping team; meeting financial budgets and goals set by management; ensuring and monitoring the standard operating procedures are followed; controlling and ordering stock; coordinating and managing the laundry department (if on site) or coordinating with an external laundry service. Ensuring hygiene and cleanliness regulations are met; quality control of rooms and staff inspections. Training of staff as and when needed. Constant communication between departments is ensured. 

c. Marketing & Sales Director – they generate and continue with current and new business models for the hotel; in charge of the sales & marketing department; ensuring the goals and objectives are met within the budget set out. Coordination and establishment of advertising and promotions; team work; public and guest relations to enhance the company image as well as customer awareness. Coordinating with the front desk to ensure set out targets is met. Keeping up to date and using all aspects of social media and networking to enhance the image.

Activity

Within the local area of Victoria Falls Town, Zimbabwe there is a vast range of hospitality facilities, catering for all budgets from backpackers to 5* lodges and hotels. The bar graph (Graph 1) below shows the range of facilities. 
As clearly seen in the graph, the highest number of facilities are within the camping and river lodge facilities, whereas the resorts and convention hotels features the least amount. Many of the facilities overlap in styles as often the river lodges and game lodges also provide camping facilities; therefore it is difficult to get an exact result.
Victoria Falls Town is a very popular tourist destination, therefore a range of facilities is required to cater for all tourists’ needs and budgets. All of the hotels/lodges offer their own unique style and features e.g. shops, swimming pools, varying restaurants, golf course (within the resort) activities in house or elsewhere. Thus clients can find something to suit them.

Graph 1: Accommodation Facilities within Victoria Falls Town, Zimbabwe.
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