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	1. Give short answers for the following questions. (15)

1. Define the term ‘quality.

Supplying a standard that you sense is correct for your customers, always. You cannot do what you wish. You must do what your guests want every time and do it right from the first time onward

1. What is the difference between ‘tangible’ and ‘intangible’ elements of service quality?
You cannot do what you wish. You must do what your guests want every time                                                         and do it right from the first time onward. The importance of staff performance
And variable arrangement of product and services, along with various guest             expectations and assessments of positive service encounters, all add to the difficulties in    managing a service industry as compared to the management of a manufacturing industry.

1. How is the hospitality service quality different from retail service quality?
Defects in service quality cannot be amended and given back to the customer, as                                      you can with a manufactured product. Demand in services has to be perfect as and when it is demanded, therefore it is hard to plan service delivery to match service demand. Lastly, many retail services in hospitality are provided to guests who do not possess the services as provided, if unacceptable, they cannot take it
Away or return it. Due to the elusiveness and perishability features, guests are        often buying the right to a service or an experience.

1. What are the five dimensions of service according to the SERVQUAL System of    Quality?

1.     Reliability - The skill to provide the guaranteed service consistently and precisely.
1.     Tangibles -The presence of physical amenities, equipment, staff, and communication tools. 
1.     Responsiveness – The inclination to help consumers and deliver rapid service.
1.     Assurance - The ability and willingness of staff to deliver with confidence.
1.     Empathy – Personalized consideration provided to the consumer.

1. What is ‘Total Quality Management?
The emphasis is on consumer satisfaction by meeting the customer’s needs. The arrangement is completely focused on the consumer’s satisfaction and elimination of
Any hurdles to providing consumer satisfaction. Individuals in the organization are crucial to. Effectively obtaining consumer satisfaction; staff training, incentives, and empowerment are vital. Once more, effective implementations need to be complete commitment and this can be hard to achieve since it is often difficult to amend the administrations culture.

2. Discuss in details the quality advisors’ visit report and the areas it covers.  ( 15) 

[bookmark: _GoBack]
There are eight distinct areas that quality advisors check and include in their final grading report when they visit a property. One of the units is “Bedrooms” and within this unit are the sub-sections:
Decorations 
Furniture and fittings;
Floor coverings; and
Beds and bed coverings

1. Safety and security: The main entrance should be visibly identified. Preferably, the doorway should be Well - illuminated. There should be a great amount of overall safety and security measures put in Place, including knowledge on procedures in the case of an emergency. Also, there must be written details of how to call for assistance in case of an emergency at night. Acceptable action should be taken for the safety of the lodgers and the property. There should be a way for locking bedroom doors from the inside and out, allowing entry of the room with a key. Lodgers should be able to leave the bedroom easily without the need of a key.
Sufficient amount of lighting should be available for safety and security in all public areas with ample light on stairways and landings at night. 
Meticulous attention should be paid to the security and comfort of guests, especially those whom inhabit the ground floor rooms.

2. Cleanliness: A high standard of sanitation should be sustained throughout the property, specific Attention should be paid to the bathrooms, showers and toilets.

3. Maintenance: Structures, their fittings and fixtures, the furniture and décor inside and outside has to be well maintained in a sound, sparkling condition and must be safe for the purpose intended. All electrical apparatus has to be well maintained in excellent working order.

4. Annexes: Where an annexed is a part of the establishment, the amenities supplied in the annexed will be included in the assessment of the establishment. Pathways and halls leading to the annexed must be in excellent condition, well lit and even surfaced. Guests must be informed at the time of booking or later in the event of a change, if the lodgings offered is a separate annexed, or has individual external access. The locality of this lodge should also be
Specified.

5. Reservations and prices: The style of the accommodation should provide suitable welcoming and well organized service. All questions, requirements, reservations, communications and grievances from guests should be attended to quickly and courteously. It should be specified to the guests precisely what is included in the price quoted for the room, meals, and refreshments, together with service charge and any other surcharges, e.g., credit card use.
Existing price of the cheapest and most costly single room
Existing price of the cheapest and most costly twin or double room
Existing price of the cheapest and most costly family room
Prices should be quoted either by ‘per person’ or ‘per room’..
Prices quoted must include VAT.The hotel’s cancellation policy should be clearly explained to all guests when they book their room as well as details of charges for any additional services or amenities available and their full details. This comprises of all communications (telephone, fax, and email), as well as, in brochures. The conveniences, services, and facilities that are provided by the hotel, should be clearly and fairly described to all guests and prospective visitors through advertisements, brochure, or verbally. Information regarding any in-house policies such as no smoking should be made clear at the time of Booking. Guests should be able to check out the rooms and establishment if they want before booking. Potential guests should be informed of any seasonal closure or any major renovations taking place at the time of their visit. Potential guests should be assured that their booking has been recorded properly and correctly.

HOTEL MANAGEMENT
6. Administration: Each guest should be presented with the bill that is clearly written and well laid out.  The bill should provide the details of payments due and a receipt, as required.
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