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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. Which types of people are most suitable for working in hospitality?

They must has the natural appeal & kinship with customers is especially important,
while performance of the staff can be improved through customer care programmes The
indispensable qualities the hired individual must possess include an inviting personality &
commitment to delivering good service.
-Example :
- They must be guest oriented.
-They must be presentable characteristic with natural smile & guests approach.

II. What is the first thing a manager should do before starting on the recruitment process?
It is important to take the time to consider the job carefully, what is expected of the person to be hired, and what kind of a person will be suitable to carry it out & Before actually starting the process of hiring or selecting the manager must keep in mind the following steps :

-The first step begins with considering the duties and obligations required for the job & skills. 
-The second step is recruiting new staff involves their motives for gaining employment and their needs in early stages of getting employment and beyond.

III. Who are flexible employees in hospitality services?
1. Regular part-time staff: working on a regular basis for a pub or restaurant for a varying
number of hours every week depending on the need of the business;
2. Casual staff: such workers work full-time for a fixed term to fulfil the demands of the
busy season or during the absence of the normal staff.
3. Casual staff: intermittent workers who work during the hectic periods In certain
situations they may be sued for specific kinds of jobs like banquets or parties and
4. Agency staff: this type of a worker is associated with a contractor or an agency that
Supplies staff to fulfill the planned or unplanned shortfalls.

IV. Outline the factors which affect supply of labour in the market?

1. The degrees of employment or unemployment signify a major factor in hospitality services labour markets. In a sector with low unemployment, hiring into the hospitality retail organizations can be troublesome.
2. The industry profile of a given locality can yield fewer or greater numbers of recruits being potentially available even within a given level of unemployment It has been harder to hire people into the hospitality retail sector in areas based on ‘heavy industry realizing the possible hardships will allow you to be more persistent in your efforts to hire people in the given scenario.
3. The availability of people in the labour market differs in different regions and locations of the country. With greater number of women and young people available for employment along with the men, the potential supply of available workforce will be higher. The availability of workers also changes over the year, as some people
may be looking for a second job to make additional income for Christmas or the summer holidays. Understanding this ebb & the dynamics of interest in a second job can aid you in drawing people for fixed terms to fulfill during the more difficult times.
4. The location of where the people live in relation to the workplace and the ease of transport facility to place of work is also a major factor Late night duties in a remote part of the city may limit the number of potential recruits compared with those with own transport mapping the localities with housing schemes & transport facilities available can help to build a picture.
5. Educational facilities like secondary schools, universities and colleges of higher education all offer part time temporary & casual workforce Establishing lines of communications with relevant staff members in colleges & schools will aid in approaching potential employees.

V. Explain the important points which should be included in the job description?
1. Job function: what the job is about?
2. Job superior: to whom will the jobholder answer?
3. Job subordinates: which jobs will the holder supervise?
4. Relationships with others: non-hierarchical relationships.
5. Main duties: what is to be done?
6. Occasional duties: what is done now and then?
7. Limits to authority: what the jobholder cannot decide?

VI. What are the internal sources for applicants?
-Internal promotions –aids in building staff morale and shows that workers can progress if they stay with you.
-Present staff – temporary, part-time, or casual workers who desire to be employed full time as above this provides motivational benefit but more important you have better understanding of the worker than that of the external applicant.
-Current staff-can make recommendations of individuals they know family or friends Again this means a better knowledge of the new worker It is also cost effective as advertising costs are cut. However, there is normally an introduction fee for the staff member & there is the danger of establishing cliques in the work environment.
-Notices & posters on your premises  customers or their contacts can also be sources of
-prospective employees. While fairly cheap, there might be issues with impression created by the ongoing worker turnover Also some establishments do not approve of customers becoming employees others feel this is an advantage.
-Records of previous applicants – it is standard for the process of recruitment to attract more suitable candidates than vacancies open It is a smart move to keep the details of such applicants on record so that they may be contacted in can another vacancy arises Steady interest in working in the establishment can be an indication of future stability.



VII. Which information should be asked on the job application form?
-Name.
-Address.
-Gender.
-Age.
- Education and training.
-Past work experience.
- Other interests.
-Personal circumstances.
-Names and addresses of references.

VIII. What is the importance of induction programme in hospitality?
 its aids in welcoming the new employee and making them feel like they belong to the organization ، the organization benefits from providing induction training which includes:

1. Helping to reduce customer service problems.
2. Enhances productivity levels with new employees becoming effective more rapidly.
3. Shows statutory duties for safe & hygienic working practices.


2. Discuss advantages & disadvantages of one to one interview & more than one interview. 
-Advantages of one to one interview:
When the unit manager or a deputy conducts the candidate interviews individually on his or her own. This method saves time of the management 

-Disadvantages of one to one interview:
weak point is that only one person’s judgment is involved. It is too easy for the interviewer to miss out on some vital pieces of the interviewee’s quality or personal prejudices can come in the way.

-advantages of more than one interview:
In times when there are several suitable candidates managers can conduct an initial round of interviews and short list candidates that appear in a second round of interviews this normally occurs on a different day. This type of selection is expensive both for management and the candidate. Normally this kind of approach is used when selecting skilled staff or management personnel.

-disadvantages of more than one interview:

Means that more candidates are seen, and the selection is eventually based on the candidates’ performance on two occasions.













 Requested Activity :
You are a manager in a hotel. You have to recruit a hotel front desk clerk, who will be responsible for 
room reservations, providing information and services to guests and will receive payments. 

Keeping in view the above :

a) Prepare a job description for the mentioned post.

1. Initiate courtesy call after check in to ensure guest is satisfied with accommodations as well as offer any assistance.
2.Anticipate guests needs respond promptly & acknowledge all guests however 
busy and whatever time of day.
3. Provide gracious and efficient telephone service as it relates to general PBX services.
4. Operate hotel switchboard, take calls & provide information and transfer calls.
6. Provide guests with room keys and call for bellboys
7. Take reservations over the telephone, through emails & individual.
8. Answer queries regarding the hotels services, charges, dining facilities, sports facilities and travel directions.
9. Refer guests to appropriate departments to resolve complaints or provide suggestions.
10. Compute bills and take payments.
11. Contact housekeeping and maintenance departments when a problem is reported.
12. Balance cash at the end of the shift and generate accounting reports for the benefit of the next shift.
13. Review arrivals noting special requests and blocking rooms as necessary for VIP  and group arrivals.
14. Complete all items as listed on shift checklists.
15.Bucket checks to be performed by each shift to verify data as it pertains to: 1. Guest 
name, 2. Guest address, 3. Room rate, 4. Date of departure, 5. Number of guests in  room, and 6. credit card imprint.
16. Ensure proper credit card procedures are followed at all times to include credit card imprint and guest signature on registration slip.

b) Which procedures will you adopt for advertising the post?

-Attract -the interest of the prospective applicant typically, this will show boldly the title of the job like Kitchen Assistant ensures that this key factor stands out and can’t be missed.
-Interest - after the individual’s attention has been gained inform them of who, what & where the work at hand is & the company name In a few words you should describe the function of the job & its location offer a short outline of the type of individual required the salary & opportunities for advancing You want to be able to attract the right kind of the applicant and discourage the ones who are not suited.
-Desire - your purpose is to make the advertisement arouse a desire within the reader to act and follow up on the advertisement At this point, many go wrong In certain cases, the adverts are simply too boring, in others there is an overselling of the job & erroneous information a desire has to be stimulated in the reader by offering truthful information.
-Action -give clear instructions about how to follow  up on the advertisement for instance a telephone number or an address so that interested people can request an application  While a very obvious point, this is a typical mistake made in many advertisements.
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