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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. 
	1.Give short answers for the following questions:

I. Describe the different levels of service offered in hospitality industry?
 1. Product service mix :
In the hospitality industry customers rarely consume pure product but a mixture of product & service must have the customers satidfaction at it levels specialy the service because when the customers dine in , of course the customer will pay the bill , but here we have to make sure that the customer has recieved earlier great food quality wow service from all it kinds funny staff & smilling staff & the staff keep an eye contact with thier table & in order to let the feel they are valuble people. example: The cutomer must be treated as a guest who visited or homes.
At the same time we have to make sure the customers already seen & feel the tangible & intangble features 
Tangible: the steak as the main course a glass of house wine & will groomed service staff , decoration in the restaurant .
Intabgible: comfrotable dining atmospher or the friendly attitude of the staff .
Now days the majority of the franchise restaurants they focus mor on the quality of the staff & the qay they deliver the service are often more important than the tangible prosucts in making a hoapitality experience & satisfied customers.

2. Tow way communication : 
To achieve service excellence in the hospitality industry the tow way communocation is one critical factore which requires involvement & parocipation of bothe customers & service staff in the service delivers process through interracrion with customers, important message aboute their needs & expectations can be received by the service staff for their immediate action to create cuatomers satisafaction.

3. Relationaship building : 
As remarkable the hopitality induatry highly depend on repeared cutomers for survival of the business so building long term relatiionship with customers can be benefit the organazations for generating stable revenues regardless of the instability seasons & at the same time developing brand reputations through positive wors of mouth for the repeated customers in order to develop brand loyality such as membership programmes which gives privileges & incentives to frequent customers.

4. Diversity of culture : 
As hospitality industry are clousely related to tourism industry & customers or staff are experiencing a diversity in cultures through interacting with customers from differant regions or to work & corporate with the other colleagues who may have differant background or culture Let' see the following tow examples :

From customers perspective : 
Some of them abstain from meat due to thier religious beliefs or habit  therefore restaurants should provide vegetarian food as a option in order to satisfy thier needs
From staffs perspective :
Eating pork or any food product with pork as ingredient sbould be avoided if some colleagues are muslims in order to show respect to their religious belief.




5. Labor intensive : 
Since the  hospitality industry is service oriented  in it's nature requite huge supply of man power to create a momorable experience to our lovely customers which target for hi ended customers example : the fine dining restaurants aimed to provide one on one service to their customers .

II. What is the basic difference between a hotel & a motel?
Hotels :
They are located in downtown areas They tend to be smaller than convention hotels meeting & function spaces are smaller and there are fewer banquet areas.
Motels :
They are designed for overnight stays for car travelers often with very basic facilities. The rooms usually have direct access to an open parking lot They are often smaller than most hotels. They are located on the outskirts of towns and cities.

III. How are limited service hotels different from the extended stay hotels?
Limited service hotels :
Guest houses are similar to bed & breakfast inns They range from low budget rooms to luxury apartments They tend to be like small hotels in bigger cities. Though the facilities are limited, most rooms are air-conditioned with en-suite shower.
Extended stay hotels :
These properties cater to customers who stay for an extended period they are usually offer kitchen facilities, shopping services, business services and limited housekeeping services.

IV. What is the importance of setting objectives when managing a hotel property? 
A  Making the customers feel welcome personally
B  Making things work for the customers
C  Making sure that the operation will continue to provide service and   meet its budget.

V. Briefly outline the points which should be considered when developing objectives for a hotel business.
  - Conventioneer
  - Business Group 
  - Special weekend events & families
        
VI. What is the basic difference between goals and objectives?
Goals: are long-term aims that you want to accomplish & When you plan your business future you will generate a list of potential achievements you want it to reach.

 Objectives: are concrete attainments that can be achieved by following a certain number of steps.

VII. What are the general policy areas for a hotel?




Example :  1
Since hotel policies regarding early check-in (generally before 2:00 p.m.) or late checkout (generally after 12:00 p.m.) vary by location and by hotel, please call the hotel directly prior to your arrival to make any necessary arrangements. Hotel direct phone numbers can be found on your confirmation email or on the Hotel Information page.
Example : 2
Your travel plans change, you can cancel or modify your reservation in accordance with the hotel's cancellation policy as stated during the reservation process.
Example : 3
Hotel room rates vary by date and by the number of adults occupying a single room. To accommodate more guests, you need to change your reservation. You will be notified of any additional charges prior to confirming your updated reservation.
2.Write short notes on the followings:	
a) Referral property
  This means that the property is being operated as an independent hotel in association with    a certain chain These hotels refer guests to one another’s properties and share a centralized reservation system common logo image or advertising slogan.

b) Company owned property :
 
These can be independent hotels with no affilailation that are being managed by the owners of the properties.

c) Residential hotels
They larger than normal hotel rooms, with separate areas for working, sleeping and relaxing. A living area or parlour is typically separated from the bedroom, and some properties offer a kitchen set-up in the rooms. The amenities and services can vary widely.

d) Commercial hotels
They are located in downtown areas. They tend to be smaller than convention hotels. Meeting and function space are smaller & there are small  banquet areas.









3.Outline the main job responsibilities for the following personnel in a hotel:	
a) General manager :
- 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 & community responsibilities.
 -Assuming full responsibilities for the overall performane of the hotel.

b) Executive house keeper
1. Assist Manager on Duty to prepare schedule for staff and organize an efficient everyday care of all buildings and public area and ensure cleanliness of all officer areas efficiently. 
Monitor and ensure response to all client requests and maintain hotel standards in all work at all times

2. Administer efficient working of all housekeeping department at all times and supervise all work and ensure compliance to all operational standards and organization regulations. 

3. Monitor all sub activities for departments and maintain records of all expenses and control all costs for department and recommend ways to increase efficiency. 

4. Design all housekeeping policies and procedures according to required standards and schedule all rotational duties for staff. 

5. Maintain safety and hygiene and perform all appraisals for staff regularly and coordinate with various engineering and front office staff. 

6. Perform regular market surveys for all new products and suppliers and supervise all horticultural requirements. 

7. Co-ordenate with the front office regarding the rooms accupancy & rooms issues & receive daily report from front office regarding the daily groups arrival & special needs of guest if available

c) Marketing & Sales Director

The main job for marketing department  is involve generating new businesses for the hotel, coordinating advertising, as well as sales promotions and public relations activities aiming at enhancing the hotel’s image.




Requested activity : 	

1. Investigate the range of hospitality businesses in your area.

Its cover approximately 90% of the hospitality business her in Abu Dhabi as capital of the United Arab Emiratis. 


2.  How many are there? What faction/section of the industry do they cater for? 
     They are 45 Hotel & 53 restaurant 

The hotels :
5   5 star hotels & 4 star hotels but the majority of them  is 5 star hotels & franchised As well like Hilton ,Sheraton , Marriott , Radisson , Le meridian , crown plaza.
The restaurants :
The majority Are fast food like KFC ,pizza hut ,Hardees, burger king, subway ,
&   also available that good restaurants brands its call casual dining like Applebee’s , Fuddruckers,chilies,tonyromas , cheesecake factory,etc


3.  Make notes for a brief report on what you discover.

They are form aboute 90 % from the local products because the gavarnement & national councle they  depend on hospitality industry & support it as the main source  of the country tours  income & they facilitate the licenses & procedures  for any investors going to but a millions  of dollars in the country 
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