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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. The marketing department requires guest history data from the front office.  Guest history data should include such things as partial guest zip code/postcodes, corporate affiliation, visit frequency, special requirements, room preferences, email addresses (if customers have opted in to be contacted by marketing), guest ages, total amount spent, extras or trips bought etc. All of this information needs to be accurate and up to date.  

The front desk also has to pass messages to marketing, if required, from guests who are using the hotel for seminars, meetings and banquets.

The front desk team also need to maintain up to date and accurate records of room availability – and this too should be communicated to the marketing department as and when required. However, this is often not something that needs to be done as most hotels with marketing departments will give these staff access to the hotel’s property management system. 

ii. Guest history data is a vital resource of information for the sales and marketing department because it shows – beyond their names and addresses – who the hotel’s customers are, what they like, what they don’t like. Understanding everything you can about your customers allows you to better meet their needs, and therefore to sell more of your products.

Targeted marketing campaigns can be designed using this guest data and when marketing is targeted it is often more successful. These campaigns can use different types of media according to the customer, and send different customers different messages, giving them offers or information that, based on evidence, the marketing department knows will appeal to them. This not only means that more one-off customers are likely to rebook, but it also means that the marketing campaigns have a significantly better return on investment. 

iii. A banquet manager is the person within the hotel responsible for any banquet events booked with the hotel.

They have to: understand the function of the hotel’s banqueting service in relation to the profitability of the hotel; project what supplies are required for each event; keep customers happy by being available to them throughout the event to fix any problems that might arise; liaise with the food and beverage team to arrange catering; schedule the required staff – and even book casual staff from an employment agency if the hotel’s team cannot meet the requirements of the event; develop relationships with those who book events with the aim of securing repeat bookings; monitor staff working at the event to identify training opportunities; maintain records and control over all stock used at the event; and ensure that the hotel meets all legal obligations in terms of the event and that these rules are not threatened by guest behaviour or requests.

iv. The following terms are used to describe housekeeping room status:
· Available clean or ready: this means that the room has been cleaned (and in most hotels inspected) and is now ready to be occupied again by a guest. 
· Occupied: this means that a guest is already occupying a room and it cannot be offered to another guest. 
· Stay over: this means that a guest will not be checking out of a room on the current day.
· Dirty or On-Change: this means that the guest has checked out of a room, but the housekeeping staff have not released the room to the front desk ready to be reoccupied by a new guest.
· Out of Order: this means that the room is not currently ready for a guest as a result of a mechanical, physical, or technical problem with the room or its facilities.
Each of these terms are either input into the hotel’s property management system by housekeeping staff or they are conveyed to the front desk on a face-to-face basis.

v. It is important that the front office and the food and beverage department communicate effectively because it ensures that guests are charged for everything they have eaten and drunk. It also ensures that menu preferences or allergy information given to the front office at the time of booking is passed on to those who will deliver it.

The first point means that the hotel’s bottom line is secured: with effective communication everything they order will be added to their guest folio and their bill at the end of their stay. However, in most modern hotels, restaurants and bars have Point of Sales equipment and software that is integrated with the hotel’s Property Management Software, so the job of adding these sales to guest folios is done at source.

The second point means that customers’ requests in terms of table, menu choice, etc, are fulfilled, and that customers are not served anything that will cause an allergic reaction. This information can also be accessed through the hotel’s PMS.

Further to these points, the front office must also communicate projected occupancy levels to the food and beverage manager. This allows the manager to plan what staff levels are required for the coming weeks and how much stock to order. They also need to know which guests are expected for breakfast and dinner so they know how many tables to reserve, and who to expect. Without this vital information, the food and beverage department would essentially be operating blind.

vi. Both the front desk and the security department work in close collaboration to uphold security, which is of paramount importance to the hotel. In times of emergency the two departments must be able to communicate effectively, using well-rehearsed and tested procedures, to ensure the safety of the guests. Things such as emergency communications systems, fire safety procedures, and routine investigations into guest security necessitate cooperation between these divisions. 

For example, if the front office is informed of a forced open fire exit or unregistered gusts on a floor, the front office must be able to effectively communicate this information to security so they can manage the situation. 

2. The total quality management (TQM) is a management approach used by managers to critically review processes employed to deliver products and services. Managers ask frontline staff to interrogate every step in the techniques they employ to provide hospitality to the guests. TQM has the intention of making the delivery of services a core organisational concern and this approach must penetrate throughout the organisation through the development of this culture of critically reviewing processes.

TQM was developed by W Edwards Deming, a management theorist, in the 1950s and over the last 30 years it has become increasingly popular. His determination was to provide a new way for American manufacturers to provide better quality products by reducing defects through engaging with frontline staff in the planning process. Yet American manufacturers were slow to use the technique and it was the Japanese who embraced its principles. 

The approach helps hotels through encouraging communication between management and frontline staff. This helps management quickly assess the root of a problem and to increase the quality of the hotel’s product. Quality in this system is viewed as meeting the needs of the customer; the arrangement is entirely focused on this and the elimination of any hurdles to its provision. Individuals within the organisation are crucial to delivering this quality and effectively satisfying the customer’s needs, and so, communication with these staff and making sure they communicate with each other are vital parts of fulfilling the aim of the system. 

TQM also has the added benefit of promoting a ‘team spirit’. When management take the time to speak to frontline staff and listen to their opinions they feel more valued and will probably want to perform better. They will also better understand the pressures on other departments, their management and the broader aims they are trying to fulfil.

For example, if a hotel manager gets complaints about the appearance of the lobby – with cushions often having fallen on the floor – the Total Quality Management team will be called in to consider the problem. The team would be made up of members from departments across the hotel, such as the director of sales and marketing, a waiter, a maid, a cashier, and a front office clerk. The group would discuss how the lobby should be kept tidy, but the maid might argue that there are more significant pressures on her team and that there is no time for housekeeping to keep it tidy. Each department representative would also give their view on the cause of the problem and why it is not presently being fixed quickly enough. The director of marketing would explain what type of effect the complaints would have on bookings. 

One possible solution the team might come to is for all staff passing through the area to tidy the cushions if they see them out of place and for the front desk clerk to call housekeeping or the food and beverage team (who often pass through the lobby bar) if they notice that the lobby is untidy. 

In summary, TQM has the power to identify the root causes of problems in hotels and to unify the workforce with a team spirit – one that is constantly evaluating the quality of the hotel and pushing for improvements.
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