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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. 
	Please insert your completed assignment ( in word format)  here:

1)
i) Supplying a standard that you sense is correct for your customers, always. You must to what they want, what they expect and satisfied almost any need. 
ii) Tangible elements is anything we can measure , see, touch , store ... in hotels is the building, steak of the restaurant , amenities or gym.
Intangible  elements is the opposite, is anything we can no measure or store like the customer services, the friendly staff...
iii) Hospitality services are not able to store, because you can't store the night of 23th, if you don't sell these room that day, you lose the product. But, retail services you can store for example a coke or a bottle of water. Also, in hospitality you need the guest go to your place, he can't take that services in tube or in the zoo. To finish, there are things that you can no measure but you can expect thanks to the experience like the expectative of the guest and providers are different because affects directly in the services.
iv)
1. Reliability
2. Tangibles
3. Responsiveness
4. Assurance
5. Empathy
v)  Complete Quality Systems include the characteristics of services and the guest opinion. The proposal indicates a responsibility to quality services as a central organization matter. It's important  the dedication of the senior administration and the focus to integrate all parts to the business. Also, this proposal is very appealing because this produces culture.
2)
There are 8 areas that quality advisors check and include in their final grading  report.
1-Safety and security. Must be a very clear entrance, illuminated. There should be overall safety and security measures with his procedures,  how to call for assistance in case of emergency(written). Must be a locking doors from inside and out allowing entry from outside in case we need it. All the stairs and corridors should be illuminated during the night or in emergency case
2-Clearness. A high standard of sanitation should be in the property, specific attention should be paid to the bathrooms, showers and toilets(sanitary bags)
3-Maintenance. Structures, furniture, fitting and fixtures, electrical apparatus, water pipes... All of these have to be very well maintained
4-Annexes. Pathways and halls leading to the annexe must be in excellent condition, well lit and surfaced 
5-Reservations and prices. The hotel must provide a good service to the guest including answering all the questions, requirements, reservations... all of those have to be attended as soon as possible and courteously. The services offered have to specified as well as the price of them. Also, the price of all of types of room, per person... have to be indicated in the entrances including the VAT. 
All of charges details have to be very clear, like cancellation policy, amenities. Other important thing is the smoking policy, has to be clear, these kind of thing have to be very well explained in the reservation and on the check-in time, if it's possible
6-Administration. Each guest should be presented with the bill that is clearly written and well laid out. The bill should provide the details of payments due and a receipt, as required
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