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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. 
	Please insert your completed assignment ( in word format)  here:

Assessment 1 – Introduction to Hotel Management

Question 1:

I. The hospitality industry covers a spectrum of services under four main categories. These include: travel e.g. airlines and transport facilities; lodging e.g. hotels and motels; recreation e.g. parks and amusement attractions and finally, food services e.g. restaurants and bars. The two main sectors are the lodging and food services. Hospitality is thought to cover both tourists and non-tourists needs, for example within the welfare sector such as hospitals.
II. The main differences include the differences the image of the establishment wishes to portray, alongside the facilities available. A motel is generally more basic and budgeted, whereas a hotel offers more services and amenities as well as ranging in price for the stay.
III. Extended stay hotels commonly offer useful amenities for guests staying for a longer period, for example kitchen facilities, business services and shopping amenities. These are often aimed at business travelers on extended assignments or expatriates during relocation. Whereas limited service hotels are usually opposite providing fewer amenities and services. Guests stay for a shorter period of time.
IV. Objectives are essential when managing a hotel to ensure all aspects of the establishment are covered by strategies to enhance customer services and expectations. Allowing all the environmental, financial and community based responsibilities to be met. The objectives enable longer term goals to be reached.
V. Developing objectives for a hotel business is crucial for the managing all aspects. The following points should be taken into account when development occurs, budgets, profits and investments, quality of employees and training, customer service and guest satisfaction, as well as environmental impacts.
VI. Goals are the long term aims that an establishment or individual wishes to achieve; these should have a specific direction. Whereas objectives enable a goal to be reached by setting achievable steps, for example by setting a time frame and/or budgets. Objectives are easily measurable as these factors make them more accessible.
VII. Relevant policy areas must be monitored by a hotel to ensure high quality services and standards which is transpired onto the customers’ experience. These policy areas include health & safety, quality control checks, standard operating procedures (SOP), security control and human resources.
Question 2:

a) Referral property – Independent hotels in association with an affiliated chain, where guests are referred to one another’s establishments. A centralised reservation system is used, also marketing propaganda is shared will all participating hotels. Enabling a higher variety for guests. 
b) Company owned property – a property owned by the company, can either be managed by the company or a management company could run it for them. Also franchising the property out is a possibility.
c) Residential hotels – generally long term stays in fully fitted ‘service’ apartments or guestrooms, offering housekeeping services and facilities typically found in a home.
d) Commercial hotels – generally smaller than a convention hotel, located in downtown areas. Limited amenities and services available. Typically catering to the business clientele. 
Question 3:

a) General manager – overall manager of the establishment; coordinating all the teams and ensuring their goals are achieved; leader to the management team, conducting regular meeting with management team; ensuring the hotel meets the environmental, community and financial criteria; formulation of policies and strategies alongside the HR department. Discuss employees’ performance and appraisals; hiring and dismissal of staff, along with HR; ensuring SOPs and codes of conducts are met and followed throughout all departments. Interaction with guests and dealing with complaints where needed.
b) Executive housekeeper – coordinates and supervises the housekeeping team of the hotel; ensures the standard operating procedures (SOP) are followed; controlling the budget of the department; ensures the quality of the cleanliness of front and back of house; coordinating the laundry facilities and ensures excellent hygiene quality. Checking up on housekeeping staff and ensuring required training occurs.
c) Marketing & Sales Director – advertisements and promotions of the hotel; helping to generate new business, enhancing the image of the establishment and dealing with the public relations. Incorporating all aspects of marketing via all media outlets, for example social media, networking, newspapers. Also this position works closely with the front desk in relation to dealing with corporate groups and tours.

Question 4:

Within Livingstone, Zambia, there are a number of different hospitality businesses, the graph in Fig. 1.1 shows the percentage of the varying sectors they cover. The majority are river lodges, with ecotourism hotel hosting the least; only one in the area. Most hospitality businesses within the area overlap the different styles, some offer camping, self-catering alongside the river lodge, therefore catering to a range of budget needs. 

Livingstone is a tourist town, regularly hosting vast numbers of tourists from all over the world with varying economic needs; therefore the wide variety of accommodation caters for all their needs. The 5 star resorts host the upper market, with a number of restaurants, bars and leisure facilities and also different room types. The river lodges are also within the high end of the market, hosting a high quality service for customers, catering to all their needs. Each lodge hosts their own unique qualities, either with the location, style of the accommodation and facilities or the style of customer service. 

From these findings it is conclusive that this area is lacking a higher number of good quality, lower budget establishments. Overall, Livingstone does offer a range of different hospitality facilities catering for a range of client needs and budgets.

Fig. 1.1: Varying types of the hospitality industry within Livingstone.
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