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 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.
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Assessment 9
1.
(I) The sales and marketing department relies on the front office to provide data on histories, details concerning each guest’s visit. Some of the information gathered is based on zip code, frequency of visits, corporate affiliation, special needs and reservation for sleeping. The front office should give the information of guest origin report. This report analyses the number of guests by their country of origin (i.e. nationality) it can be used to compare the origins of the previous year’s guests, to see whether the proportion of people of different nationalities using the hotel has changed. For the sales and marketing departments this is useful because they can organize services to suit different nationality, and possibly arrange sales promotion in countries which are not using the hotel.
(II) The guest history is a valuable source for marketing and sales, which uses the guest registration information to target marketing campaigns, develop promotion, prepare mailing labels and select appropriate advertising media. The front office staff must make every effort to keep this data base current and accurate. A record maintain for each guest who has stayed at the hotel with a separate entry for each visit and details of pertinent preferences. This is a valuable reference tool for reservation, marketing and credit department. Guest history is a valuable service and marketing tool.
(III) A banquet manager organizes and directs events at banquet facilities. A banquet manager is often responsible for not only the events and staff, but for the facility itself. The manager typically oversees the preparation of the event location to ensure that it complies with health and safety regulations. The banquet manager also supervises a large catering staff and oversees the entire event, including food ordering, and delivery, preparation, service and cleanup. A banquet manager’s job begins after the event sale is made the contract is signed and continues after the last guest has left.
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Banquet manager work with banquet sales directors and chefs to ensure that all of the items of a contract are met and the guests receive the highest quality in food service and overall experience.
(IV) Housekeeping room status may be detailed in the following conversational terms.                                                                                                                                (a) Available clean or ready – the room is ready to occupied.                                                                (b) Occupied – guest or guests are already occupied a room.                                                              (c) Stay over – guest will not be checking out of a room on the current day.                                                (d) Dirty or on-change - guest has checked out the room but the housekeeping staff has not released the room for occupancy.                                                                                                                   (e) Out of order – room is not available for occupancy because of a mechanical mal function.
(V) The communication between food and beverage department and front office is essential. Some of this communication is conveyed by relaying messages and providing accurate information on transfer, which are forms used to communicate a charge to a guest’s account. Communication activities also include reporting predicted house counts, an estimate of the number of guests expected to register based on previous occupancy activities and processing request for paid-outs, forms used to indicate the amounts of monies paid out of the cashier’s drawer on behalf of a guest or an employee of the hotel. The front office department informs the food and beverages department to plan their work schedule and staff requirement. It also notified the food and beverages department about special food arrangement and parties. Other than that, food and beverage department needs front office staff to provide information to guests about operating hours, menu and location in the property. Front office also communicates the guest booking with special meal plans.
(VI) Communication between the security department and the front office are important in providing hospitality to the guest. These departments work together closely in maintaining guest security. Fire safety measures and emergency communication system as well as procedures for routine investigation of guest security concerns require the cooperation of these departments. Hotel security respond to complaints and calls for help. Whether the guard hears a cry for help or is summoned by the front desk, they must be prepare to rush to a potentially dangerous scene and calm the guests or control a situation until the local police can arrive.
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2. Total Quality Management Technique                                                                                             Total quality management technique is a management technique used by managers to critically review process employed to deliver products and services. Managers are required to ask front line employees and supervisors to interrogate every step in the technique employed to provide hospitality to the guests. It is refers to management methods used to enhance quality and productivity in business organization. Total quality management is a comprehensive management approach that works horizontally across an organization, involving all departments and employees and extending backward and forward to include both suppliers and clients/customers.                                                                                                                               Total quality management methodology can help organizations to achieve business excellence. This methodology is also useful for the hospitality industry, almost all hotels focus on quality management to improve their business by enhancing customer satisfaction, competitive and retaining guest loyalty. Total quality management is teamwork; every functional department must work cohesively together and support each other in order to achieve business excellence. Different departments in a hotel have different role in delivering the service to hotel guests.            The total quality management methodology can help organization to achieve business excellence by improving customer satisfaction (both internal and external) cost effectiveness and competitive advantage. This methodology is useful for the hospitality industry. In a hotel, any quality problem will induce guest complaints; the impact is direct and immediate without any time delay. Also, a hotel serves human beings and no two people are alike. People have different preferences and requirements which makes it more difficult to control quality in a hotel.
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