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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. The characteristics of the the hospitality industry are;
  a. Product - service mix.
  b. Two - way communication.
  c. Relationship building.
  d. Diversity in culture. 
  e. Labour Intensive. 

2. List of activities performed by the front office in a hotel includes;
  a. Reservations.
  b. Check - In and registration. 
  c. Mail and Information. 
  d. Uniformed service and baggage. 
  e. Telephone call and messages. 
   f. Handling guest accounts.
   G. Check out and bill settlements. 

3(i). Duties and responsibilities of Housekeeping manager includes;
  a. He or she is in-charge of staff development. 
  b. He or she is accountable for the staff deployment. 
  c. He or she is in-charge of ensuring good operating standard of the department. 
  d. He or she offers community guidance and directions. 
   e. He or she ensures the overall responsibility for the standards of cleanliness, maintenance and financial accomplishment within the department. 
3 (ii). Duties and responsibilities of a Floor supervisor includes;
   a. He or she is in-charge of a given floor and set number of rooms.
  b. He or she is in-charge to make certain the quality and efficiency of the room attendants.
  c. He or she provides training to the new room attendants while re-training the existing staff for corrective measures.
  d. He or she is responsible for the apparatus and controlling costs within their domains of responsibility. 
  e. Keeping exact count of the linen also has to be kept at all times in the linen closet.
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