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Quality Management
1. Give short answers for the following questions?
I. Define the term ‘quality’.
‘Delivery of the standard you feel is right for your guest, every time’.
It is important to keep high standards of quality service in a hotel business to have repeat guest coming and appreciate the service provided. Quality is the degree to which something meets or exceeds the exceptions of its consumers.
 
II. What is the difference between ‘tangible’ and ‘intangible’ elements of service quality?
Tangible service are the things that can be seen and touched. Tangible are things like the interior and exterior décor, facilities like gym, pool, car park or breakfast area. By looking, touching tangible service, a guest can define the services provided. Tangible service also includes staff service, how the staffs are attending the guest. 
Intangible are service that cannot be seen, touched or smelled.  Customers are unable to establish the benefits of the hotel service, unless they have experienced their stay or been at the hotel in person.

III. How is the hospitality service quality different from retail service quality?
 Hospitality or customer care is a different concept entirely. It is possible to be successful in an uncompetitive market without delivering a lot of customer care. But in a developed, competitive market like hospitality, delivery of consistently great hospitality separates the excellent from the infuriating. Hospitality is about connection. It’s about how people feel after they’ve purchased from you. It’s about the bonds, relationships and positive feelings between our team and our customers. It is delivered right across our business because we hire great people who understand the concept and deliver it naturally. We encourage them to do that every day. 


IV. What are the five dimension of service according to SERVQUAL system of quality?
Reliability- ability to perform the promised service dependably and accurately
Tangible- physical appearance or personnel and communicational material. A hotel should want all their customers to get unique positive and never to forget first hand impression, which will make them want to return back.
Responsiveness-willingness to help customers and provide prompt service. Every customer feels more valued if they get the best possible quality in service. 
Assurance- are the employees skilled workers which are able to gain the trust and confident of the customer. If customers are not comfortable with the staff, they are rather large chances that the customers won’t return.
Empathy- how the company cares and gives individual attention to their customers.

V. What is ‘total quality management’?
Total quality management is a comprehensive and structured approach to organizational management that finds ways to improve the quality of service. 
Its meeting the customers requirement, doing things right the first time and providing quality service at all time. Total quality management consists of continuous process improvement activities involving everyone in the organization.

2. Discuss in details the quality advisors visit report and the area it covers?

Good service is service-oriented to quality improvement efforts to meet the expectations or satisfaction of customers / guests.  Quality is hard to define, but the essence of quality and its application in the hospitality services can be measured, monitored and evaluated the results.  
· Safety and security 
From the lobby area, parking area and room area should be well light. Anyone who comes to the hotel should clearly identify entrances area, exit area. In case of emangacy customers should know where the exit area is and should have lighting that will guide them to a secure area.
· Cleanliness
Bathroom, toilets and shower room should always be kept clean and tidy at all time. Housekeeping should always be extra vigilant to keep all area hygienic and clean.
· Maintenance
Most of the hotels have an individual who looks after the maintenances of the property. This may be small as thing like changing lights fixtures to fixing plumbing problems. Their responsibility are looking after the property and making sure every fixture are maintained regular and kept safe.
· Administration
All receipts and payments and charges should be provided to customers with correction information. Always remember that information provided on receipts is same as when customer made reservation. Information of what was reserved should be clear on the recipt, like room size single, double or family room. Price according to room type, also if the price includes breakfast or not, all rates should be given with VAT included or without VAT include. But the total should always be with VAT included. All paper work should be kept in clear and organized way, so when needed it’s all in bold clear layout. Easy for audit or accountant to work. 
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