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Introduction to Hospitality Management
ASSESSMENT #1 

1. Describe the different levels of service offered in hospitality industry
     The different levels of service offered in hospitality industry are following:
· Product-service mix.The bill has covered both, the tangible and intangible experience.Tangible features for example a steak as the main course, a glass of house wine,well groomed service staff and decoration of restaurant.Intangible features for example a comfortable dinning atmosphere or the friendly attitude of staff,the quality of staff and the way they deliver the service are often more important than tangible products in making a hospitality experience satisfactory or unsatisfactory.
· Two way communications.Is one critical factor which requires the involvement and participation of both customers and service staff in the service delivery process.Through interactions with customers,important messages about their needs,and expectations can be received by service staff for their immediate actions to create customer satisfaction.
· Relationship Building.Building long term relationship with customers can benefit the organisations for generating stabe revenue regardless of the instability of seasons,developing brand reputations through positive word-of-mouth of the repeated customers.In order to develop different methods  are currently applied by the lodging and food services such as membership programmes.
· Diversity in culture.Staff who work in a hospitality organisation always have a interactions with customers from different regions or to work and corporate with other collegues who may have different background or cultures.Due their differences in religious beliefs and values some conflicts and misunderstandings can be easily occured.Therefore,staff should be open-minded and come up with solutions in resolving problems in their duties,for example from customer perspective some of them abstain from meat due to their religion or habit.The restaurant should provide vegetarian food as an option in order to satisfy their needs.From staff perspective eating pork or any food products with pork as ingredient should be avoided if some colleagues are Muslims.The staff should generally understand different cultures so flexible services can be provided to customers based on their national cultures.
· Labor intensive.Since the hospitality industry is service oriented in it's nature,it requires a huge supply of labors to create a memorable experience for the customers.Their characteristic is especially true for those enterprises target for high-ended customers.For examples the ratios are high in fine dining restaurants and 5 - star hotels.It explains why the industry is always in high demand for labor and is willing to spent time and resources in training and recruiting potential candidates to join the workforce of the hospitality industry.

2. What is the relationship between hospitality industry and tourism 
      Between the hospitality industry and tourism industry exist one thing in common which makes it work,namely 'guests'.
     'Guests' means those who are away from their homes and it therefore has generated a perception that the hospitality industry should include or overlap with the tourism industry to a certain extent.Without a clear definition about hospitality industry, some suggested that it should not only cover all lodging and food service,but other tourism related operations such as airlines and theme parks.
     In conclusion both industries work with guests,and both have to offer the quality services that guests pay for.

3. Explain various functions of the major hotel departments
     Besides classifying units or departments,there are also tow other types of classification which are commonly use in describing of hotel departments: 'Revenue centered' and 'Cost centered' and 'Front-of-the-house' and 'Back-of-the-house'.
     Revenue centers refer to those departments or units which generate direct income to the hotel through the provision of goods and services to guests:front desk,restaurant,room service.
     Cost centers which are also interpreted as ''support centers'' assist the functioning of revenue centers with no generations of any direct income for the hotel.
     Front of the house refers to those departments which are accesible and visible by guest:front desk counters,restaurants,concierge and bell service.They have direct contact and interactions with guests.
    Back of the house is the contrary,refers to those departments which rarely have staff-to-guest interactions:kitchen,housekeeping,human resources and engineering department.

    Functions of major hospitality industry:

Engineering-The engineering department is responsible for maintaining the physicalplant of                  the hotel such as electricity,plumbing,air conditioning,heating and elevator systems.
Security-Is an important concern in every hotel.Is responsible for implementing procedures who protect the safety and security of hotel guest,visitors and hotel employees including monitoring equipment,patrolling the hotel premises and maintaining security alarm systems.
Human Resources-This department is responsible for hiring,orientation,training,wages, benefit administration,employee relations and staff development.
Food and Baverage-Food and Baverage department provides services to the hotel guests and visitors.Examples include lounge,bar,coffee shop,restaurant,banqueting service and room service.
Sales and Marketing-The main function involve generating new bussines for the hotel,as well as sales promotions and public relations activities.
Accounts-The accounts department is headed by the financial controller who,as a key member of the management team,can guide the hotel to an increasing profitability through better control.This department is responsible monitoring all of the financial activities of a hotel,include overseeing,accounts payable,payroll,and cost-control systems preparing the monthly profit and loss statement.
  

4. Outline the main job responsibilities for the General Manager in a hotel
· Providing leadership to the management team
· Coordinating the work of all departments
· Participating in the formulation of hotel policies and strategies
· Leading the hotel staff in meeting the financial,environmental and comunity responsibilities
· Assuming full responsibilties for the overall performance of the hotel
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