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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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1. 
(i) The type of information which sales and marketing department require from the front office 
· To make guest history data available to them specifies regarding the visit of each guest. Partial information is collected based on the zip code
· It is the responsibility of the front office to make a good first impression with the visitors
· To pass a long messages and to fulfill the guests request who use the hotel for seminars, meetings and banquets.
(ii) The “guest history” is an important source of information for the sales and marketing department
· It is used for target marketing campaign to develop promotions, get mailing, labels ready and choose appropriate adversity media. The front office staff has to make every effort to maintain this data base up to date and accurate.
(iii) The role of banquet manager
· Is to fulfill the details of the banquet or the special event or the sales associate, the employee who books the request of the guest for the banquet with a different function.
(iv) The terms used to describe housekeeping room status - The housekeeping status may be detailed in the following conversational terms;
· Available clean or ready – the rooms is ready to occupied
· Occupied – guest or guests are already occupying a room
· Stay over –guest will not be checking out of a room on the current day
· Dirty or on –change – guest has checked out of a room but the housekeeping staff has not released the room for occupancy
· Out-of-order – Room is not available for occupancy because of a mechanical malfunction
(v) The communication is important between the front office and the food and beverage department – a portion of this communication is passed information on transfers in the way forms used to pass information regarding a change to a guests account. Predicted house counts is another communication activity, this is an estimated number of guests expected to register determined by using prior occupancy activities and processing request for amount of monies paid from the cashier drawers on behalf of a guest or an employee of the establishment. Such vital services aid the overworked food and beverage manager, restaurant manager or the banquet captain fulfill the public demands.
(vi) The important of communication between the front office and security department.
· This is crucial when providing hospitality to the guest
· Both division works in close collaboration to uphold guest security.
· Such as emergency communication systems and fire safety procedures in addition to the system of routine investigation of guest security issues necessitate co-operation between these divisions.
2. Total quality management technique – These technique used by managers to critically review processes employed to deliver products and services. Managers are required to ask frontline employee and supervisors to interrogate every step in the techniques employed to provide hospitality to the guest.
The role of the total quality management technique played in the success of a hotel – The most critical facet of a hotel quality management resulting in improved products and services for the guest in the hotel industry, is the interaction taking place between frontline employee and their respective supervisors. The employee interaction is group and or one-on-one basis to determine “what is the root of the problems”, and total quality management practices would ensure that front office checks with housekeeping to determine availability of a room in this situation.
The basis is that communication between departments is promoted every time a team made up of member of different divisions meet to analyze challenges to delivering hospitality.
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