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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.i  A convention hotel is usually a large capacity hotel in both rooms and meeting   
     space in order to support all types of conventions (from small to large), these
     hotels are considered “full service hotels” meaning they can support all needs
     of a business traveler.
 ii. The basic difference between a Hotel and a Motel is that a Hotel provides 
      numerous amenities to guests (such as a restaurant, bar, health club, etc.)
     vs the Motel which usually is in good access to motorways and has parking and
     no other or very limited amenities.
iii. Extended stay hotels are focused to customers that stay for a long period (from
    (weeks to months) and usually offer kitchen facilities and limited other services.
    The Bed & Breakfasts are private homes rented from the owners to the customers
    and usually includes breakfast and are located outside a city areas or in villages.
iv. The relationship is that the hospitality industry consists of hotels, restaurants and
     leisure activities, we buy these services while we are travelling (tourism) 
    therefore when we travel via tourism we “connect” with the hospitality industry.
2. Product-Service Mix: in the hospitality industry a customer receives a mixture of
    a product and service accordingly, for example one who dines (tangible 
    feature) receives via their order food and/or drinks, but also there is the service
    of the waiter (intangible feature) therefore the  total bill in a restaurant is in 
    combination of the two, for this reason a successful hotel/restaurant counts on 
    providing excellent levels of delivering both features.
    Two-way communication: is very important in order to create high standards of
    customer satisfaction, departmental communications between each other are very
    critical in order for this to work, this is also the case for the client-employee 
    communication as the employee needs to check of the client’s needs/preferences 
    in order to be delivered accordingly.
    Relationship Building: is also extremely important, front line staff are the      
     employees who can achieve this and in return for the company is incremental 
     revenue. For the customer loyalty, rewarding methods, incentives, relations are
     the key methods.
     Diversity in Culture: We work with all types of people, from different cultures to 
     different religious beliefs, this concerns either colleagues or customers for this
     fact, misunderstanding may occur in our line of work and we need to find ways
     to solutions and resolving issues by being open minded. An example is the food
     as some cultures do not eat meat therefore the solution is to include vegie food
     and salads in the menu/buffet.
     Labor Intensive: Services in the hospitality industry is the key factor to success
     In order to achieve this the ratio between the staff and the customer needs to 
     be in high numbers in order to cover customer’s needs with personalized service
     and experiences.
3.  Engineering Dpt. is responsible for all maintenance of the hotel, from electricity
     to air conditioning and plumbing, they are in charge of the mechanical/technical
     proper operation of the hotel.
     The Security Dpt. is responsible for the safety of the guests and the staff, this
     can be achieved by monitoring and also by patrolling the hotel premesis.
     Human Resources: is also a key dpt. who is responsible for hiring, staff 
     development & training, and staff benefits.
     Food & Beverage: Provides the food and beverages to various outlets/facilities 
     For example, in house restaurants/banqueting events, bars or room service.
     Sales & Marketing: The incoming of the hotel, generating sales via new  
     customers or maintaining relationships from existing, advertising and conducting
     sales activities that will generate new revenue. 
     Accounting Dpt is responsible of the cost control of the hotel and monitors all the
     expenses and activities of the income of the hotel by also keeping records.
4a. The main responsibility of the General Manager is to provide leadership to 
      the management team and take full responsibility for the overall performance.
      Also participates in Sales & Revenue strategies and monitors all the 
      Departments (from Sales and Front Office to Banquets)  in order for all to be in 
     good working order.
 b. The residential Manager is responsible for the development plans of the owners
     or by the General Manager, monitors the operations of all outlets and provides
     feedback or solutions where needed.
     Also summarizes and analyzes reports and shares with the General Manager the 
     outcomes and may provide ideas or solutions for better performance.
     Responsible for the daily operations and management of the hotel.

    Activity:
    The Hospitality businesses in my area are 3 five star hotels. All 3 are considered
     Full service hotels, meaning they provide all types of services, banqueting , 24  
     hour front desk and room service, housekeeping, restaurants, bars, swimming 
     pools and large amount of rooms. 
     The specific hotels are “Intercontinental” (with 550 rooms and 2500 meters of 
     meeting space), ”Metropolitan Hotel” (with 374 rooms and 1200 sq. meters of 
     meeting space) and “Athens Ledra” (former Marriott Hotel with 314 rooms and 
     1760 sq. meters of meeting space) they all 3 can be considered 
     convention hotels also due to their banqueting and rooms allocation, therefore
     they all 3 cater business traveling the most as they are also situated in a 
     Corporate area. “Metropolitan Hotel” was built in 1976, “Intercontinental” was
     built in 1980 and “Athens Ledra in 1983, “Athens Ledra” also handles Outside
[bookmark: _GoBack]     Catering services the other 2 don’t.
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