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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. 
	Question 1 Answer:
The hospitality industry is unique in its nature.it tends to be service oriented and has a strong emphasis on human exchange in the service delivery processes.
The characteristic features of the hospitality industry are :
 -product-service mix
 -two-way communication
 -relationship building
 -diversity in culture
 -labour  intensive


Question 2 Answer:
The Front office Department is the focal point of a Hotel establishment. Some of its two main important functions are accounting and communication.
Some of the Activities performed by the Front office department are:
-guest reservations
-guest registration
-mail and information
-uniformed service and baggage handling
-telephone calls and messages
-handling guest accounts
Check out and bill settlement.
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Question 3 Answer:
House-keeping manager:
The housekeeping manager has the overall responsibility for the standards of cleanliness , maintenance and financial accomplishments of the housekeeping department.
The main duties of the housekeeping manager are:
 -managing the daily operations of the housekeeping department
 -planning ,organizing and directing team members to ensure guest satisfaction
 -purchasing, re-ordering and maintenance of housekeeping supplies and inventory
 -recruiting, scheduling and training of old and new staff members.

Floor Supervisors:
Main Duties
 -making certain the quality and efficiency of room attendants
 -inspecting rooms and ensuring they meet standards
 -providing training to new room attendants and re-training of existing staff
 -liasing  with other departments like maintenance and front office to ensure guest satisfaction. 
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