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ASSESSMENT 1

Q.1  Outline the characteristic features of the hospitality industry. 
Ans.--    
Characteristic features of the Hospitality industry --
The hospitality industry is a several billion dollar industry that is dependent on the availability of leisure time and disposable income. This industry offers a wide range of career options, from cooking, waiting, hosting, or running a resort. To be successful in the industry, you’ll need certain qualities, certifications and skills that employers are searching for and that customers expect. Below are six key skills and characteristics in the Hospitality industry that can put us on the path to being successful in the Hospitality industry which are as follow :- 
·  Commitment – 
                        In the hospitality industry, our main task is to be committed to ensuring customer satisfaction. This requires us being willing to do whatever it takes to keep customers happy and also create repeat business. An aspect of commitment from employees is they must be very thorough in their work and realize that any oversight could result in customer dissatisfaction, whereas going the extra mile for a customer may result in repeat business and positive perception of the company. 

·  Interpersonal skills – 
                                   To be successful in hospitality, one must have top notch interpersonal skills, as the very nature of the business is to provide spectacular customer service and interact with customers on a regular basis. Taking that a step further there as a direct correlation between those that are successful in the hospitality business and those with excellent communication skills. This ability involves being able to communicate effectively both orally and in writing, allowing you to make positive connections with clients, guests, vendors, and even other employees. 

·  Problem Solving – 
                             Thinking about problems that relate to own role in the hospitality and service activities and being able to contribute to productive outcomes is a crucial skill. This involves developing creative, innovative and practical solutions which can be developed through showing independence and initiative in identifying and solving problems. Some circumstances were these may be used include avoiding deadline issues by planning your personal day-to-day operational activities or identifying and resolving routine customer or operational problems using the predetermined policies and procedures to guide effective solutions. 

·  Team-work – 
                    Successful members of the hospitality industry work well with others and can be a productive member of a team. They value the contributions of everyone and make significant contributions to an organization’s overall success. Key abilities required include being able to work effectively as a team member through taking instructions from others and understanding own role in servicing the needs of the hospitality customer. Supporting other team members to coordinate activities to achieve quality service delivery of the business’s product and respecting cultural diversity of team members and seeking their assistance to service the culturally diverse needs of customers. 

·  Organized –  
                  To stay on top of the multitude of tasks we’ll face as a hospitality employee, we have to be organized and multitasked without difficulty. The Hospitality is an industry where we need to be able to juggle multiple tasks, with all levels, and careers in hospitality requiring employees to handle multiple responsibilities simultaneously. On a typical day, a hotel manager might have to negotiate a contract with a vacuum rental company, handle a dissatisfied guest, fill out paperwork for an employee injured in a kitchen fire, and keep a smile on his or her face to greet new guests, all in the course of one afternoon. Employers want to know we can handle the fast paced, varied work load on offer whilst still maintaining a high level of satisfaction. 

·  Flexibility – 
                  Hospitality employees often have unusual hours or longer hours than average desk job and on the job, they must be ready to switch gears at a moment’s notice if unexpected situations arise. Being adaptable to multiple positions is an aspect of hospitality which is invaluable, being versatile makes them indispensable to employers and having a larger skill set will make them extremely resourceful allowing them to see a situation more clearly then someone less experienced.
                   
At the end, as an employee must have a good service to any customer. Guests satisfy with the service and will be happy with the good service.  


Q.2  Prepare a list of activities performed by the front office in a hotel. 
Ans.-  Front Office is the process of understanding the job, dividing the job into small components, grouping responsibilities & authorities among staff, establishing relationships in the activities and staff for the achievement of common goal. 
ACTIVITIES PERFORMED BT THE FRONT OFFICE IN A HOTEL –
·  FRONT OFFICE MANAGER (FOM) – He is the in charge of the Front Office Department who allocates the available resources (men, machine, materials & money) of the department to achieve the organizational goals. The basic function of FOM is to supervise all the Front Office personnel &to ensure the proper and smooth operation of the department. FOM reports to the General Manager of the hotel. 
Duties & Responsibilities -- 
1.        Directs & coordinates the activities of the FO department. 
2.        Perform the function of a link between the management & front office employees.
3.        Perform budgeting function. 
4.        Plan the present & future need of resources. 
5.        Schedules the tasks of the front office employees. 
6.        Evaluate the job performance of front office staff & fills their appraisals.
7.        Conduct training programs.
8.        Resolve guest problems quickly, efficiently & courteously. 
9.        Reviews all reports generated by all the sections, included night auditor’s report. 
10.        Ensure all SOPs (Standard Operating Procedures) are followed. 
11.        Maintain coordination & good communication with other departments of the hotel. 
12.        Conduct regular staff meetings & staff briefing. 
13.        Resolve employee grievances. 
14.        Motivate the staff to work in a team to achieve the organization objectives. 
15.        Coordinate with the sales & marketing team to ensure maximum sales of hotel rooms.

·  RESERVATION MANAGER – He processes the reservation request that reach the hotel by any mode. He should possess great salesmanship skills higher room categories, and also selling other hotel services like spas, restaurants, etc. to the guest. As we know the reservation section generates the maximum revenue for the hotel, so the reservation assistant should understand, anticipate and influence consumer behavior in order to maximize the profits.  
Duties & Responsibilities –
1. To receive & process the reservation requests of future guests.
2. To maintain reservation records by completing reservation forms, sending reservation confirmation letters etc.
3. To process reservations from sales offices, other departments of the hotel, travel agents, tour operators etc. 
4. To communicate the reservation information to the reception. 
5. To prepare expected arrival & expected departure list every day. 
6. To pre fill the GRC of expected arrivals for the next day (using information collected at the time of reservation from the reservation form), & send to the reception.
7. To promote goodwill by being courteous, friendly, & helpful to guests, managers &colleagues.

· RECEPTIONIST – He is the first person to come in contact with the guest at the time of their arrival. The basic function of the receptionist is to receive guest & to answer their queries. 
Duties & Responsibilities – 
1. Greet the guest on their arrival. 
2. Politely confirm the details of guests with confirmed reservation. 
3. Complete the registration formalities of the guest with confirmed reservations.
4. Check the availability of rooms in case of walk-ins. 
5. Assign rooms & call the bell boy to escort guests to their rooms. 
6.  Use up selling techniques to sell expensive rooms & also to promote other hotel services. 
7. Coordinate room status updates with the house keeping department. 
8. Notifying housekeeping of all check outs, late check outs, early check-ins & special requests. 
9. Process guest check-out requests.  
10. Post all the credit charges to the guest folios (bills).

·  INFORMATION ASSISTANT – He provides information to the guest about the hotel’s products and services, nearby food & beverages outlets, places of tourist interest in a city & around, etc. He also handles guest mails, messages and keys. 
Duties & Responsibilities – 
1.  Provide desired information to the guests. 
2. Maintain information rack. 
3. Handle guest mail. 
4. Handle guest messages.
5. Handle guest room keys. 
6. Coordinate guest room maintenance work with engineering and maintenance departments. 
7. Assist guest paging. 

·  CASHIER – During the stay in a hotel, guests may perform various debit & credit transactions with the hotel. At the time of departure, guest settles his bill at cashier. It is essential for the front office cashier is to keep the guest folio updated by posting all credit & debit transactions. 
Duties & Responsibilities – 
         1. Prepare guest bills and present the same for                              settlement at the time of guest’s departure. 
         2. Update guests’ credit transactions regularly. 
         3. Maintain & review guest weekly bills & check not to exceed credit limit. 
         4. Obtain the house bank/ float (a fixed amount which comprises currency & coins of different denomination to carry out the day’s work) & keep it balanced. 
         5. Transfer guest balances to other accounts, as required. 
         6. Handle V.P.O. (Visitor paid out). 
         7. Settle guest accounts by accepting cash, credit card, traveler’s cheque, etc. 
8. Check the authenticity of currency received. 
9. Control safety lockers. 
10. Exchange foreign currency according to the daily exchange rate, in strict accordance with the rules & regulation of RBI (Reserve Bank of India). 
11. Balance the cash, & close the shift.

 
·  TELEPHONE OPERATER – He hardly comes in contact with the guest directly, but he plays important role in creating the image of the hotel in the minds of the guest. The basic skills of the good telephone operator includes clarity and courteous in their voice, attentiveness and object listening. 
Duties & Responsibilities – 
1. Answer all incoming calls. 
2. Forward incoming calls to the desired extension, which are routed through PBX. 
3. Keep track of the guest telephone calls & prepare their bills and post the same to their folios. 
4. Provide paging service for the guests & employees. 
5. Log all the wake up calls on the system. 
6. Answer the queries about the hotel’s services & products. 
7. Work as a communication hub during the emergencies.

 
·  BELL BOY – He transports the guest luggage at the time of check-in & check-out. He also escort guest to their rooms, and familiarize them with the in-room facilities and services. 
Duties & Responsibilities – 
1. Handle the guest luggage, i.e.; transport the guest luggage from lobby to the room at the time of check-in, and from the room to the vehicle at the time of departure. 
2. Put the luggage tag at the time of guest arrival. 
3. Escort guest to their rooms and familiarize them with the use of in-house telephone directory & functions of all the equipment & lighting installed in the room. 
4. When collecting the luggage at the time of check-out, take a thorough look of the room to check any loss or damage to the hotel property. 
5. Keep the record of the lift luggage rooms. 
6. Inform the front desk about the scanty baggage guest at the time of check-in. 
7. Perform errands/ sundry guest services like posting of guest mails, making purchases from outside the hotel premises like flowers etc. 
8. Assist paging, process of locating the guest within the hotel premises. 
9. Distribution of newspapers to the guest rooms & all departments of the hotel. 
10. Deliver messages, mail & packages to the guest in their rooms. 
                     Hence, front office staff should make their guests happy and satisfied. As keys to the guest satisfaction driver, the front office staffs are critical to the continued success of the hotel. They offer constant guest interaction, with the most diverse operating exposure in the hotel. The important thing, the front office staff will also reflect the image of the hotel to the customers and they have a keen sense to anticipate the guests, needs and exceed their expectations. 


Q.3   Outline the main duties and responsibilities of housekeeping managers and floor Supervisors. 

Ans. --
 HOUSEKEEPING MANAGERS
The Housekeeping Manager is responsible for planning, organizing, and developing of the overall operation of the housekeeping department in accordance with federal, state, and local standards and guidelines along with assuring the highest degree of quality guest care is maintained at all times. It is responsible for staffing, scheduling, training and developing hourly staff. 
Duties & Responsibilities of Housekeeping Managers – 
· Manage the daily activities of the Housekeeping department to include appropriate cleaning of all offices, concourses, seating areas, washrooms, restaurants, concession stands, suites, and all public spaces.
·  Planning, organizing and directing team members to ensure the highest degree of guest satisfaction.
·  Daily supervision of the housekeeping staff, including the day, event and post-event crews. 
·  Daily supervision of the grounds keeping staff, including the day, event and post-event crews. 
· Purchase, re-order and maintain housekeeping supplies and inventory. 
· Conduct pre-event inspections of all rooms, concourses, clubs, seating areas and public areas prior gate opening for every event held at the Arena. 
· Recruit, schedule and train all new housekeeping staff members. 
· Maintain the housekeeping budget, providing billing summaries and expenses for all pre and post events. 
· Uphold the highest standards of cleanliness, safety, and conduct. 
· Knowledge of OSHA and safety standards within Housekeeping department. 
· Determines and maintains the department work schedule used to notify staff of upcoming events and ensure proper preparation and staffing for each event. 
· Ensures the proper maintenance of all equipment; makes arrangements for repair and/or replacement of used and damaged equipment.

FLOOR SUPERVISORS
Floor supervisor has the authority and power to hire, suspend, reward, discharge, promote, layoff, recall, assign, or discipline the employees. He/she is responsible for delegating the work to them and ensures that it is carried out properly. He/she adjusts the grievances of the employees and recommends plans of action for improving the efficiency and quality of the work. Thus, he/she needs to handle a wide array of duties. To get a better idea, here are a few descriptions of floor supervisors from different fields:
1. Production Floor Supervisor: Production floor supervisors are responsible for continuously monitoring the production activities. He/she inspects the machinery and ensures that it is working properly or makes the necessary replacement or orders for the new machinery. He/she maintains good relationship with the subordinates as well as with various other departments, so that it leads to better productivity and quality.

2. Customer Care Floor Supervisor: He/she supervises the staff members and closely monitors the conversations that the agents have on the floor with their clients and ensures that they are appropriately recorded and graded according to the organization's guidelines. He/she provides constructive feedback to the members and designs plans to improve their quality of work. He/she maintains and updates reports related to their attendance and performance and communicates the same to the human resource department. 

3. Housekeeping Floor Supervisor: He/she is in charge of ensuring that all the room cleaning work is done properly by inspecting the hygiene and sanitation level of all the rooms and of the entire floor. He/she handles all the staff barriers and supervises all the room attendants, trains and grooms them on how to maintain cleaning standards, etc., thus helping in achieving the department goals.
Thus, in short they are responsible for performing the vital tasks of the organization by supervising either an individual or a group of employees.

