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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 type of information does the sales and marketing department require from the front office?

-It consist of partial information of visit of each guest collected based on the zip code, corporate affiliation, visit frequency, special requirements, & reservations for the rooms additionally, it is the responsibility of the front office to make a good first impression with the visitors, to pass along messages, & to fulfill the guests requests who use the hotel for seminars, meetings & banquets.

II. Guests history is an important source of information for sales & marketing department ,why?
-As we studeid in previews uints regarding the front office how its important & how its play a great part in terms of communications keeping best data recording & deliver a best guests satisfaction lead to perfect first impression to our lovely guest.

-The past history of guests is a vital resource for sales & marketing, as it is used for target marketing campaigns, to develop promotions, get mailing labels ready & choose appropriate advertising media the front office staff has to make every effort to maintain this database up to date and accurate.

-Example: some good hotels they have their guest information history specially their birthdays, unvirsareis & they sent special emails & or sms as congratulations in their occasion emagin you who is the one recieve that emails, Wow, you will love that hotel & the team, you will never forgat what they did to you, & sure you will tell your freinds & your friends will tell their freind & like that then what will happened after this acheivement? It create & make an indirect marketing to the hotel with less cost & less effort & later more sales & more repeataple guests.

III. What does a banquet manager do?

-A banquet manager job begins after the event sale is made; the contract is signed & continues after the last guest has left banquet managers work with banquet sales directors & chefs to ensure that all of the terms of a contract are met & those guests receive the highest quality in food service & overall experience.


-Once the banquet manager is familiar with the event logistics, he will review the execution of event this includes when cocktails will be served, guests are seated, dinner is served & cleared & the hours the bar will be open he will ensure the facility has everything needed to fulfill the contract taking  inventory of tables, chairs, tablecloths, glasses, centerpieces, candles, utensils, linens, heat lamps & all non kitchen items the function will require the executive chef is responsible for some of the items the banquet staff will use, such as food racks & heating boxes. If the facility does not have a bar manager, the banquet manager handles all beer, wine, liquor & soft drink logistics.
-The banquet manager determines the staffing levels of events, including servers, busboys & bartenders the manager will assign individual in house staff & book any contract labor required the banquet manager & sales director often work on staff budgets to ensure the facility meets its profit goals a banquet manager helps hire, train, manage, discipline & terminate staff he also determines the distribution of gratuities, usually built into the bill the banquet manager might act as the contact between the banquet client & the facility, answering any questions, such as whether the bar can be kept open, if the wine selection can be changed or if additional quests can be added.
-After the sales director meets with the chef, the banquet manager & chef work together to fulfill the contract the chef usually tells the banquet manager how he plans to serve the meal, with the manager making suggestions concerning meal delivery banquets usually require servers to help with simple meal prep as part of a pre service assembly line process called plating during plating, a row of people send plates from one to another, each adding one item to the plate, with the final person often adding a sauce or gravy & a sprinkle of parsley before covering the plate & placing it in the heating box the chef might start the line, placing the main entree item on the plate, with the banquet manager performing the last function to ensure each plate looks professional before it’s served.

-After a banquet, the banquet manager will make notes about any items the facility needs to repair or replaced to ensure proper inventory he will have a meeting or conversation with the sales director and or chef to discuss any problems or suggestions for future events.

IV. Explain the terms used to describe housekeeping room status.

 -Available Clean or Ready: the room is ready to be occupied.
- Stay over: guest will not be checking out of a room on the current day.
- Dirty or On Change:guest has checked out of the room, but the housekeeping staff has not released the room for occupancy.
- Out of Order room : is not available for occupancy because of a mechanical malfunction.
-Complimentary: The room is occupied, but the guest is assessed no charge for its use.
- Occupied: guest or guests are already occupying a room.
-Stay Over: The guest is not expected to check out today & will remain at least one more night.
- On-change: The guest has departed, but the room has not yet been cleaned & readied for re sale.
-Do Not Disturb: The guest has requested not to be disturbed.
-Sleep out: A guest is registered to the room, but the bed has not been used.
-Skipper: The guest has left the hotel without making arrangements to settle his or her account.
-Sleeper: The guest has settled his or her account & left the hotel, but the front office staff has failed to properly update the room’s status.
-Vacant and ready: The room has been cleaned & inspected & is ready for an arriving guest.
-Out of order: The room cannot be assigned to a guest a room may be out of order for a variety of reasons including the need for maintenance, refurbishing & extensive cleaning.
-Double Lock: The guest room door is locked from inside & outside two times so that no one can enter.
-Lockout: The room has been locked so that the guest cannot re enter until a hotel official clears him or her.
-DNCO (Did Not Check Out): The guest made arrangements to settle his or her account (& thus is not a skipper), but has left without informing the front office.
-Due out: The room is expected to become vacant after the following days checkout time.
-Do Not Paid: The guest is going to check out from the hotel today.
-Checkout: The guest has settled his or her account, returned the room keys, & left the hotel.
Late Check out: The guest has requested & is being allowed to check out later than the hotel’s standard check out time.

V. Communication is important between the front office & food and beverage department,Why ?

-its important for delivering precise information on transfers, in the way of forms used to pass information regarding a charge to a guests account.

-Portion of this communication is passed  on relaying messages & delivering precise information on transfers, in the way of forms used to pass information regarding a charge to a guests account,predicted house counts is another communication activity, this is an estimated number of guests expected to register determined by using prior occupancy activities & processing requests for paid out out forms used for recording amounts of monies paid from the cashiers drawer on behalf of a guest or an employee of the establishment such vital services aid the overworked food & beverage manager, or any food & beverage team to fulfill the public demands.

-Example : 
Food & beverage department members will at times request the front office for cash, in the form of a paid out, to acquire some last minute things for banquet, the lounge, or the restaurant or to utilize other unforeseen opportunities to endorse hospitality.

-Messages coming for the food & beverage manager & executive chef from various vendors or other industry representatives are vital to the operation of the food and beverage division. If the switchboard operator is instructed to screen callers (at times, when the executive chef cannot be disturbed due to the workload or staff meetings or vendors that are of no interest to the chef), only the important messages get top priority.

-In a hotel fitted with point of sales terminals, computerised cash registers interfaced with property management system, such as the micros system any data on guest charges is automatically posted on the guest’s folio, the record reflects charges and payments. In hotels without point of sale terminals interfacing with the PMS Point
of sale terminals, it becomes the responsibility of the desk clerk to post accurate charges on the guests folio & he depends on transfer slips from such food & beverage outlet with transfer slips that are properly prepared and posted, the night auditors job is made easier the front office manager needs to work with the food & beverage director to develop standard operating measures & methods to carry out transfer of any charges & on timely manner.

-To be able to predict sales & schedule employees, the supervisors in the food & beverage division  depend on the predicted house count put together by the front office manager for instance, the restaurant supervisor in the breakfast shift will need to know about the number of guests to be able to finalize the number of servers that need to be scheduled for breakfast service precise & in time preparation of this information tool helps in staffing control & sales predictions.

VI. What is the importance of communications between the front office & security department?

Communications between the security department & the front office are important in providing hospitality to the guest these departments work together closely in maintaining guest security fire safety measures & emergency communication systems as well as procedures for routine investigation of guest security concerns require the cooperation ofthese departments all members of the front office team must be on alert for people who dont belong in the lobby & report inconsistencies with thesecurity department this professional view of security allows the front office to support the security department.




2. What is total quality management technique? & what role does it play for the success of a hotel?

-The total quality management technique is.
-It usualy used by managers to critically review processes employed to deliver products & services managers are required to ask frontline employees & supervisors to interrogate every step in the techniques employed to provide hospitality to the guests. 

-continuous effort by management to upgrade & improve the processes & systems to ensure superior quality products every organization has to take care of their guest feedbacks important & essential. Total Quality management creates processes & systems based on guests feedbacks  guest history, comnents card tracking & various researches which eventually help in the development of the hotel.

-What role does it play for the success of the hotel?

-The interaction taking place between frontline employees & their respective supervisors the employee interaction in a group & or one on one basis to determine  what is the root of the problem  & Total Quality Management practices would ensure that the front office checks with housekeeping to determine availability of a room in this situation the basis is that communication between departments is promoted every time a team made up of members of the defferent divisions, meet to analyse a challenge to delivering hospitality.

-The team focuses on each element in the situation the furniture has wheels for moving ease when housekeeping is cleaning while the pillows are an additional decoration, they tend to get scattered & messy appearance.

-Example : Perhaps, the ashtrays should be taken away & replaced with additional receptacles to use as cigarette extinguishers will a larger waste with swinging lid help in avoiding misplaced garbage.

-Examples : (why do guests say out table service is rushed?) Managers along with 
emp     employees have to seek answers for such questions seeking the root of the issue from where does it came from.








          

	

	









Student Statement:

By submitting this assignment, I confirm that this is my own work.

	Student Signature
	Abdullah Ahmad Fatouh Abu Shehab 
	Date
	13/10/2015



For Tutor / Assessor Use Only
	Total Marks
	

	Marks Obtained
	

	Percentage / Grade
	













image1.png
ﬁ
o R




