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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. 
	
ANSWERS TO ASSESSMENT 01
ANSWER 1:
The hospitality Industry relies heavily on repeated customers for survival. The different level of service offered in the hospitality industry includes the following:
· Accommodation: by providing accommodation, sometimes food and drinks to guests or travelers.
· Food & Beverages: by providing food and beverage to locals, tourists, travelers
· Providing a warm, friendly and welcoming reception for all customers / guests
· Building long term relationships with customers to generate stable income
· Developing brand loyalty to frequent guests at the hotel which gives privileges and incentives to frequent customers.
· Flexible services should be provided to customer by understanding their diverse cultural backgrounds
· Another level of service rendered in the hospitality industry aside shelter, food and drinks are comprehensive array of recreational amenities, meeting and function spaces for holding conventions, banquet facilities, in-house laundry, business center, airport shuttle services, spa treatment programs, gambling operations, on-site shopping centers.
· Also a provision of a product – service mix plays a vital role in the level of service rendered in the hospitality industry
· Distinct two way communication between the customers and service staffs and even the internal staffs or intra departments assists greatly in delivering excellent service level in the hospitality.




ANSWER 2:
Hospitality industry is a service oriented industry and has strong emphasis on human exchange in the service delivery process. Hospitality industry are hotels, restaurants or organizations / firms that provides food, drinks, accommodation and other related services to travelers and tourists.
Understanding the major core of the hospitality industry which is food services and lodging, this is interwoven / interconnected with the tourism industry whose core scope are travel and recreation. Most hotels such as resorts hotels, airport hotel, spa hotels, casino hotels etc all provide the major core of the hospitality industry scope i.e lodging and food service, and also provide major core of the tourism industry as well i.e travel and recreation and this shows the major relationship between both industries. It is further illustrated with the figure1 below: 
  
Fig 1: Relationship between Hospitality & Tourism Industry.



ANSWER 3:
Engineering Department
· They are responsible for maintain the physical plant of the hotel for example, in case of conceived fault by the housekeeping staffs in the heating and elevator system, plumbing, electricity e.t.c, it is the duty of the engineering department to see to it and get it corrected.
· They oversee all mechanical and technical condition of the hotel
Security Department
· This department provides and implements security procedures aiming at protecting the safety and security of the hotel guests, visitors, hotel staffs / employee and the hotel property itself. E.g. they are seen to patrol the hotel premises to maintain order, observe and monitor hotel’s surveillance equipments and gadgets.
Food and Beverage Department
· They provide guests and visitors with food and beverage services using a diverse service facility or outlet such as bar, lounge, restaurants, banquet services and room services.
Human Resources Department
· He / She oversee the total welfare of the hotel staff which includes wages, benefits, administration, and employee relations.
· He / She hires, orientate, train both old and new members of staff
Sales & Marketing Department
· He / She ensures the generation of new business for the hotel
· He / She co-ordinates sales promotion, advertising and public relations activities in order to enhance the hotel’s image
Account Department
· He / She monitors all financial activities of the hotel
· He / She oversees account receivable, account payable, payroll and cost control system of the hotel
· He / She prepares monthly profit – loss statement
· He / She coordinates with the purchasing department
· He / She keeps records of assets, liabilities and financial transactions of the hotel
· He / She handles guests inquiries about billing
· He / She guide the hotel to an increasing profitability through better control and asset management.

ANSWER 4:
Functions of the General Manager include the following:
· He / She must assume full responsibility for the overall performance of the hotel. I.e when there is a gain or loss in the hotel’s revenue he / she should be ready to justify the result with proof and action.
· He / She will provide explicit leadership to the management team. E.g in terms of conflict among members of management staffs, the general manager should be able to bring any conflict to a halt.
· He / She tend to co-ordinate the works of all other departments. i.e the general manager ensure that those at the front-of-the-house and those at the back-of-the-house performs their duties diligently and at the appropriate time.
· He / She participate in formulating hotel policies and business strategies
· He / She must be ahead in leading staffs in attaining a balanced financial responsibilities
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Hospitality industry & Tourism Industry


Core of Hospitality Indsutry	


Lodging & Food Services
. hotel
. motel
. serviced apartment
. restaurants
bars



Core of Tourism Indutry


Travel & Recreation
. Airlines
. Rail
. Cruises 
. Attraction spots
. Parks
. Gaming facilities
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