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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. 
	
Question 1

Describe the different levels of service offered in the hospitality industry.


Answer

World class service means you are exceeding your customers expectations, by providing luxury accommodations such as a full poster bed, en-suite bathrooms, balconies and free wi-fi.
The restaurant may, offer a waiter and waitress service offering a la carte menu. Having this service can attract and appeal new customers who want the very best service, they can also share their experiences. .

A mid -range service can offer good value for money with families with children they may offer a kid’s club or leisure facilities. A mid- range service may offer a buffet style menu or carvery...The hotel can arrange local tours of the area and transport.

An economy limited service provide very basic hotel accommodations facilities. These hotels may only offer a one night stay or a limited service.





Question 2

What is the relationship between hospitality industry and tourism.


Answer
 
Hotel and tourism connect together hotels providing a range of services to the tourism industry.
Traveling to a destination a hotel can provide services or packages that can be purchased such as car hire, a tour guide hired to show customers the sites such as towns cities restaurants, leisure facilities. Hotels can provide deals which attract more tourists such as local tourist attractions and different ways to travel i.e. railways, ferries, buses, taxis. Hotels can provide all information, leaflets and brochures regarding the tourism industry.


Question 3

Explain various functions of the major hotel departments.


Answer 

Housekeeping = this is responsible for the cleaning, upkeep and laundry of all accommodations.

Front desk = Good customer service greeting and receiving guests, knowledge about facilities and general information, pay your bill

Maintenance = Repairing equipment undertaking tasks to unsure the smooth running of the hotel.

Restaurant = Greeting and serving guests waiter or waitress service, making sure the restaurant is laid out to a high standard.

Kitchen = Preparing quality food cooked to a high standard. Making sure that customers’ needs and preferences are met.












Question 4

Outline the main job responsibilities for the general manager in a hotel.

Answer

A manager’s responsibilities are responding to staff concerns and issues. Ensuring new staff know their company polies and procedures. Addressing complaints and enquiries, to assist with recruitment, training staff meetings, employment termination. To manage administrative, human resources, accounting and support company operations. To generate business and improve productivity and services. To make sure of the smooth running of the hotel.
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