
Assignment One- Frankie Hendrix 

Outline of Characteristics of the Hospitality Industry 

	1) Products /Service Mix  
		a) Products tangible - food, bar, gift shop, 
		b) Products intanglible - host, staff, housekeeping, overall atmosphere
		c) Service- Delivery of these products in a superior manner.  

	2) Two way Communication 
		a) Customer- expresses the expectation of their needs with the establishment
		b) Staff interacts and accommodates them to meet there expectations.
		c) Communication between staff and departments exchange of information and  			involves teamwork to meet customer satisfaction. 

	3) Realtionship building 
		a) Repeat customers 
		b) Establising long term realtionships
		c) Developing reputation
			1) word of mouth referral
			2) brand loyalty 
			    a) memberships
		  	    b) incentives 
		d) Building Friendships 

	4) Diversity in Culture
		a) Acknowledgement of backgrounds 
			1)religion, 
			2)beliefs, 
			3)values 
			4)professional
		b) Interact with customers 
			1) openminded to culture
			2) adjusting and being flexiible
			3) create harmony and cooperation with collegues

	5) Labor Intensive
			1) staff to guest ratios
			2) one on one service
			3) element of care
			4) labor training and recruting 









Front Desk Duties

	1) Facilitator between guest and departments
	2) Aid and support in making services available to guest
	3) Tracks the interaction between guest and hotel 

	Front Desk Monitors the stages of stay from Pre Arrival- Arrival- Occupancy Departure

Housekeeping and Floor managers duties-

	1) Manages people, equipment supplies
	2) Building finishes, fabrics furnishings
	3) Cost control
	4) Record keeping

Floor-
	1)In-charge of floor for quality and efficiency of attendants
	2) set number of rooms
	3) train attendees
	4) Inspect for quality  

 
 

