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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. 
	     
Q1. Give short answers for the followings?

Q1. Which type of information does the sales and marketing department require the front office?
Ans.1 The Front office is the main source for every department to get the information regarding the customer feedback, service history, past record, guest folio, etc. The sales and marketing department require this information to pursue it and utilize it to promote their sales according to the guest or customer likes dislikes preferences which the guest always ask the hotel to provide them with. The sales and marketing department focus the past record of the customer when they had visited the hotel and plan system to increase the sales and get and good standby of the Hotel reputation, The past history of guests is a vital resource for sales and marketing, as it is used for target marketing campaigns, to develop promotions, get mailing labels ready and choose appropriate advertising media. The front office staff has to make every effort to maintain this database up to date and accurate. The information to the sales and marketing department should be provided by the Front office team fast accurate and promptly. Successful, profitable hospitality properties tend to have a great Marketing and Sales Department headed up by an effective Manager which had a great link and communication with the front office department. The hospitality industry is highly competitive and good marketing is vital to the continued profitability of a hotel. The Marketing and Sales Manager is the person who controls the marketing, advertising, promoting and sales of the hotel’s products in order to make financial success a reality. 


Q2. ‘’Guest’’ history is the important source of information for the sales and marketing department, Why?
Ans.2	Guest history is always been crucial not only for the one particular department but also for the other departments in order to facilitate them with their desired likes and request once they came back another time. Regular customer is the acid for any organization specially for the hotels. Sales and marketing department require guest history for their in future reference and analysing. They can perform seasonal promotions send the offer to their customer email or social media account by their records they can trace them and this will mostly attract the guest to visit again. The guest history is a vital source of information for sales and marketing department where this data availability to them on time help them to provide the guest the utmost best service and great hospitality. Partial information is collected based on the zip code, corporate affiliation, visit frequency, special requirements, and reservations for the rooms. Additionally, it is the responsibility of the front office to make a good first impression with the visitors, to pass along messages, and to fulfill the guest’s requests who use the hotel for seminars, meetings and banquets.  


Q3. What does a banquet manager do?
Ans.3	A banquet manager’s job begins after the event sale is made, the contract is signed and continues after the last guest has left. Banquet managers work with banquet sales directors and chefs to ensure that all of the terms of a contract are met and that guests receive the highest quality in food service and overall experience. After a banquet facility signs a contract with a client, the banquet manager meets with the sales director and executive chef to review the contract. The banquet manager reviews the number of guests, type of function and room layout. This helps him understand how many wait staff the function will require, how the room should be set up, how the type of meal served will affect the timing of food service and what items the room will need regarding tables, chairs, carving station and bar. Banquet manager was not the first job I had in the hospitality industry, but it was by far the most challenging. To be honest, it was a bit overwhelming at first, with so many moving parts and an operation that more or less runs 24/7, 365. This is not a position for the meek at heart, but it is a position any manager hoping to go through the ranks in food and beverage will need to take on at some point in their career, especially if they aspire to be a food and beverage director or hotel general manager. As a banquet manager, you will often find yourself torn between loyalty to the property, your staff, and the guest. Believe me, there will be more than a few occasions where two out of the three will not be happy with a decision you make, and you can guess who the most important of these is to make happy. You are truly a diplomat in the hotel trying to sometimes make peace between three different countries in what is often a no-win scenario for you. Now, it is not all bad. Actually, as challenging as the position can be, it is even more rewarding when you pull off the perfect function, especially a wedding or charitable function. Honestly, though, that will be a challenge early on, as you will be challenged by salespeople and the staff on almost every front. Over time, though, everyone understands and respects each other’s role, and functions are sold and carried out with that mind. If I have not yet scared you off the position, let’s take a look at the role of banquet manager from beginning to end as well as some tips on how to make you successful at this position. As a banquet manager, you develop a menu that fits the guests’ needs and expectations. To that end, you may consult with multiple members of the party and coordinate with chefs and servers. Banquets typically consist of several courses, which means you must be meticulous in your coordination to ensure that food quality is at its highest. Banquets can be extremely elaborate and even involve a theme. You must have the skills to conceive an idea and set up whatever props or layout the guests need to fulfil the theme. For example, if an insurance company requests a luau theme for their banquet, you might transform a room into a Hawaiian setting. In addition, banquets must accommodate anywhere from 20 to more than 1,000 people. Table set-up as well as proper plate, cutlery and stemware placement is very important. A banquet manager must oversee this operation. Following are some major duties of a banquet manager:
· Scheduling and management of staff
· Assistant banquet managers
· Servers
· Banquet housemen
· Forecasting
· Event planning and coordination for social, convention, and corporate functions
· Management of functions
· Maintaining equipment and inventory


Q4. Explain the term used to describe housekeeping room status?
Ans.4 During the guest stay, the housekeeping status of the guest room changes several times. The various terms defined are typical of the room status terminology of the lodging industry. Not every room status will occur for each and every guest during their stay at the hotel. Changes in this status should be promptly communicated to the front office in order to maximize the room sales and revenue. Maintaining timely housekeeping status requires close coordination and cooperation between the front desk and the housekeeping department for the Non- Automated / Semi-Automated hotels.
Stayover: The guest is not expected to check out today and will remain at least one more night.
On-Change: The guest has departed, but the room has not yet been cleaned and ready for sale.
Do Not Disturb: The guest has requested not to be disturbed
Cleaning in progress: Room attendant is currently cleaning this room.
Sleep-out: A guest is registered to the room, but the bed has not been used.
On-Queue: Guest has arrived at the hotel, but the room assigned is not yet ready. In such cases, the room is put on Queue status in-order for the housekeeping staff to priorities such rooms first.
Skipper: The guest has left the hotel without making arrangements to settle his or her account.
Vacant and ready: The room has been cleaned and inspected and is ready for an arriving guest.
Out of Order (OOO): Rooms kept under out of order are not sellable and these rooms are deducted from the hotel's inventory. A room may be out-of-order for a variety of reasons, including the need of maintenance, refurbishing and extensive cleaning etc.
Out of Service (OOS): Rooms kept under out of service are not deducted from the hotel inventory. This is a temporary blocking and reasons may be bulb fuse, T V remote not working, Kettle not working etc. These rooms are not assigned to the guest once these small maintenance issues are fixed.
Lock out: The room has been locked so that the guest cannot re-enter until he or she is cleared by a hotel official.
DNCO (Did not check out): The guest made arrangements to settle his or her bills (and thus not a skipper), but has left without informing the front desk.
Due Out: The room is expected to become vacant after the following guest checks out.
Check-Out: The guest has settled his or her account, returned the room keys, and left the hotel.
Late Check out: The guest has requested and is being allowed to check out later than the normal / standard departure time of the hotel.


Q5. ‘’Communication’’ is important between Front office and Food and beverage department, Why?
Ans.5 Communication between the food and beverage department and the front office is very essential. Some of this communication is conveyed by relaying messages and providing accurate information on transfers, which are forms used to communicate a charge to a guest's account. The front office department provide many key information which is really matter a lot for the Food and beverage department. The food and beverage department had to prepare them for food according to the guest available and also make a provision for the arrival of guest if incase in future. Many hotels provide breakfast service open buffet, restaurant etc. the information will lead to control cost, avoiding of wastage, manage high end in bottom line, etc. Coordination with food and beverage department will emphasize some main factors for the hospitality industry which are as follows:
· Cleaning and maintenance of restaurant and other outlets. 
· Renovation and refurbishment of all outlets.
· Exchange of linen and uniforms. 
· Decoration for festivals and promotions. 
· Close contact with butler and room service. 
· Placement of amenities and minibar replenishment.
· Food and cafeteria facilities for staff.







Q6. What is the importance of communications between the front office and security department?
Ans.6 Front office department is responsible for communicating with all other departments in the hotel as well as different sections within the department. To get the front office and back office jobs done successfully, the front office staff members need to communicate with their peers as well as the colleagues and subordinates. Within the department, the staff of front office communicate with each other to provide the best possible guest services such as reserving accommodations, registering guests, managing guest accounts, handling guest mails, and personalized guest services. The staff on duty at the front office cannot leave and resolve the emergency because they must continue to provide communication services and process financial transactions. The security department staff must react with speed and efficiency to serve the guest. The front office is a hotel’s communication center; it is the vital link between the hotel management and the guest. When a guest calls for assistance because of fire, illness, theft, or any other emergency, it is usually the front office that must respond. The security department is often regarded as a passive department, reacting only when called on. In reality, it is a very active department, setting policies, organizing programs, and delivering training programs to promote guest and employee safety. The director of security is a trained professional who must ensure that a busy hotel filled with guests, employees, and equipment stays safe. One of the department’s goals is to prevent emergencies through planning. Another goal, however, is to train all hotel employees to respond to emergencies.






Q2. What is the total quality management technique? And what role does it play in the
success of a hotel.?
Ans.2 Definitions: 
Total Quality Management is an extensive and structured organization management approach that focuses on continuous quality improvement of products and services by using continuous feedback. Total quality management originated in the industrial sector of Japan (1954). Since that time the concept has been developed and can be used for almost all types of organizations such as schools, motorway maintenance, hotel management and churches. Nowadays, Total Quality Management is also used within the e-business sector and it perceives quality management entirely from the point of view of the customer. The objective of total quality management is doing things right the first time over and over again.
Total Quality Management Techniques
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Focus on customer
When using total quality management, it is of crucial importance to remember that only customers determine the level of quality. Whatever efforts are made with respect to training employees or improving processes, only customers determine, for example through evaluation or satisfaction measurement, whether your efforts have contributed to the continuous improvement of product quality and services.
Employee involvement
Employees are an organization’s internal customers. Employee involvement in the development of products or services of an organization largely determines the quality of these products or services. Ensure that you have created a culture in which employees feel they are involved with the organization and its products and services.
Process centred
Process thinking and process handling are a fundamental part of total quality management. Processes are the guiding principle and people support these processes based on basis objectives that are linked to the mission, vision and strategy.
Integrated system
Following principle Process centered, it is important to have an integrated organization system that can be modelled for example ISO 9000 or a company quality system for the understanding and handling of the quality of the products or services of an organization.
Strategic and systematic approach
A strategic plan must embrace the integration and quality development and the development or services of an organization.
Decision-making based on facts
Decision-making within the organization must only be based on facts and not on opinions (emotions and personal interests). Data should support this decision-making process.
Communication
A communication strategy must be formulated in such a way that it is in line with the mission, vision and objectives of the organization. This strategy comprises the stakeholders, the level within the organization, the communications channels, the measurability of effectiveness, timeliness, etc.
Continuous improvement
By using the right measuring tools and innovative and creative thinking, continuous improvement proposals will be initiated and implemented so that the organization can develop into a higher level of quality.
A supporting Total Quality Management tool that could be used is the Deming cycle (Plan-Do-Check-Act) or the DMAIC process.
Practical approach Total Quality Management
When you implement total quality management, you implement a concept. It is not a system that can be implemented but a line of reasoning that must be incorporated into the organization and its culture.
Practice has proved that there are a number of basic assumptions that contribute to a successful roll-out of total quality management within an organization.
These basic assumptions are:
· Train senior management on total quality management principles and ask for their commitment with respect to its roll-out.
· Assess the current culture, customer satisfaction and the quality system.;
· Senior management determines the desired core values and principles and communicates this within the organization.
· Develop a basic total quality management plan using the basic starting principles mentioned above.
· Identify and prioritize customer needs and the market and determine the organization’s products and services to meet those needs.
· Determine the critical processes that can make a substantial contribution to the products and services.
· Create teams that can work on process improvement for example quality circles.
· Managers support these teams using planning, resources, and by providing time training.
· Management integrates the desired changes for improvement in daily processes. After the implementation of improved processes, standardization takes place.;
· Evaluate progress continuously and adjust the planning or other issues if necessary.
· Stimulate employee involvement. Awareness and feedback lead to an overall improvement of the entire process. Support this for example by means of a reward model, i.e. Management by Objectives, and recognition.
Total quality management (TQM) principles and techniques are now a days well accepted part of almost every manager’s “tool kit”. Most large firms have “adopted TQM in some form”, and official quality awards are a badge of honour whether a company is operating in Japan, the USA, Europe, or Australia. Implementing TQM is a major organizational change that requires a transformation in the organization’s culture, processes, strategic priorities, and beliefs, among others. Following are different TQM approaches:
· Performance
· Main characteristics of a product/service
· Special Features
· Extra characteristics
· Conformance
· How well a product/service corresponds to the customer’s expectation
· Reliability
· Consistency of performance
· Durability
· Useful life of a product/service
· Perceived Quality
· Indirect evaluation of quality (e.g. reputation)
· After Sales Service
· Handling of complaints and requests for information
Implementation of Total Quality Management
While implementing TQM, organizations should not forget that firms will have different needs and thus TQM must be specially customised to the circumstances of the organization. Also, TQM involves all aspects of the firm and unless its significance is fully understood by everybody, its implementation will fail. The successful implementation of TQM should focus on following factors.
Factor 1: Top management commitment:
The degree of visibility and support that management takes in implementing a total quality environment is critical to the success of TQM implementation. Management should plan to reduce traditionally structured operational levels and unnecessary positions. For example, ‘spot checking’ can be implemented instead of hiring a supervisor for this job. Simplifying the organization will lead to the establishment of an infrastructure of integrated business functions participating as a team and supporting the strategic vision of the company.

Factor 2: Quality measurement and benchmarking:
Most authors endorse a ‘zero defect’ and a ‘do it right the first time’ attitude towards the quality program. Measurement techniques should include monitoring supplier quality levels, utilizing SPC (Statistical Process Control) to reduce process variability, and calculating the cost of quality.

Factor 3: Process management:
This factor emphasizes adding value to processes, increasing quality levels, and raising productivity per employee. The concept of Continuous improvement discussed earlier, has to be implemented for assurance. The other tactics can be reducing the operator material handling duties, achieving a compact process flow or implementation of quality circles.

Factor 4: Product design:
The study of quality performance commences from the product design stage, when everything is in flux. A range of possibilities exist at this stage about the material to be used, specifications, vendors etc. Hence, at this critical point, customers’ expectations should be clear.

Factor 5: Employee training:
Employees should be trained and oriented to the overall goals of the company, the commitments to successfully utilizing the TQM methodology and to be an effective team member. There are techniques for staff to learn as well, of course, but the purpose of the techniques is solely to work towards the basic objective – the elimination of errors.

Factor 7: Customer involvement and satisfaction:
When considering customers, internal and external customers are addressed. Internal customers should undertake timely and dependable deliveries, continuously improve and self-implement solutions. An external customer service program should include providing customers with timely information and quick responsiveness to complaints, and maintaining a corporate goal to reduce the quantity of questions or complaints while recognizing all successful efforts by employees in providing outstanding service.
Total quality management for the service area is specific as services, in relation to the product, have special characteristics. 
They are: 
• intangible 
• short-term duration 
• simultaneous 
• heterogeneous 
The tourist economy and hotel trade belong to the same area of activity. Besides the given general service characteristics, tourism and hotel service have their own peculiarities. The tourism product is the aggregate of different products and services: hotels, restaurants, transport, shops, cultural institutions and other. Further factors are the local population and local economy. It is necessary to define an objective for all of these factors’ constant intent of quality. Tourists as end users of tourism services are also heterogeneous. All of these elements make it very difficult to construe a single definition for quality of the tourism product quality management a very complicated task. In spite of its complicated nature, total quality management of the tourism product is possible and very necessary. Tourists' demands are increasing and the objective of the tourism industry should be to satisfy and over-satisfy tourist expectations. The service sector took TQM from the manufacturing sector, and adapted it to the characteristics of the tourism and hotel industry. Based on the manufacturing sectors example and achieved good results, the service sector adopted the business rule that productivity, quality and profit constitute a single whole. This represented the motive for the improvement and development of quality tourism services. Quality becomes a decisive factor of efficiency and competitiveness on the turbulent tourism market. Tourists/guests, in general — consumers, do not tolerate mistakes anymore. They require quality for money. This has forced tourist agencies, hotels and other participants of the tourism offer, to introduce quality control, standards and the system TQM. USA is at the forefront, and in Europe — Sweden and Switzerland. American international hotel chains were the first to implement TQL and TQM, very good results were achieved. Such systems of quality control are less used by small tourist agencies and smaller hotels. Based on research results of the Austrian tourism market -- quality development of services offered in winter tourism sport resorts, an approach towards creating a quality tourism product and its application (respecting characteristics of exact tourism destinations)6 can be formed. Tourist service areas in Austrian winter sport destinations are divided into seven categories: 
· Board and lodging
· Sport potential
· Entertainment and cultural activities
· available transportation
· mountaineering activities
· nature, landscape and environmental protection
· shopping and related services
For each given area a quality system consisting of seven elements has been formed:
· safety and protection
· freedom, privacy, sociability
· aesthetic
· trust and honesty
· variety and entertainment
· punctuality and reliability
· ease of communication and availability of information.
Quality was measured through interviewing two thousand tourists. Collated results showed the destinations' good sides (strengths) and highlighted its bad sides (weaknesses). Using this method, the difference (gap) between the guests' expectations and what they in practice actually received or used, was determined. This represents a good basis for building or correcting a quality management system of the tourism product. TQM characteristics for the hotel industry are determined by typical characteristics for hotel services. Hotel services belong to mass services. Besides the already given general characteristics of services, they are characterised by the following:
· high-level of working intensity
· high-level of personal contact with the guest
· type of service dependent on guest's choice
· intangibility of service, catering products are tangible (food, drink, room)
· interdependence of service and the catering product which are inseparable
· service user — guests are heterogeneous.
Because of the above given characteristics, the burden of quality is born by the executor of the service, catering personnel and the hotel management. Quality is prescribed through work standards. Work standards are specifications which prescribe elements of quality for the hotel personnel: knowledge, skill, experience, appearance, behaviour and other requirements. Personal quality can be measured and assessed with the aid of a Proficiency Graph and Psychograph. Besides this, every individual procedure and task in the work process is prescribed through standards. Every employee needs to know exactly: what, how, when, at what time and why something should be done. Every worker is responsible for his task. The guest must not be harmed through mistakes. If the guest requests something it is the task of the worker to whom the guest first refers, to satisfy the guest and solve the problem at hand. Guests' requirements and demands are constantly increasing, they have already gone beyond typical classical hotel services and standards, making it persistently more difficult to secure the objective: to foresee the guests' wishes and satisfy them.
The application of Total Quality Management helps in streamlining processes, and ensures a proactive work system ready to counter deviations from the ideal state. What are some of the major benefits of Total Quality Management? The major thrust of Total Quality Management (TQM) is to achieve productivity and process efficiency by identifying and eliminating problems in work processes and systems. TQM addresses key problem areas such as mistakes in work processes, redundant processes, unnecessary tasks, and duplicate efforts. TQM interventions also help with predicting and pre-empting such mistakes and unproductive activities. Improving process efficiency brings about many benefits to the organizations in terms of costs and time. 
The major benefits of TQM in terms of cost savings include:
· Elimination of non-confirmation and repetitive work
· Elimination of waste costs and reject products
· Elimination of repairs and reworks
· Reduced warranty and customer support costs
· Process efficiency leading to improved profit per product or service
· Fiscal discipline through elimination of unnecessary steps and wasteful expenditure
TQM frees up management time from redressing problems and directs management time and effort to:
· Increase production
· Extend the range of products
· Improve existing products

TQM and Customer Satisfaction
A major long-term benefit of Total Quality Management relates to customer satisfaction. TQM aims at improving quality, and identifies the best measure of quality as matching customer expectations in terms of service, product, and experience. TQM interventions quantify problems and aim to achieve the best state defined in terms of such customer expectations. 
Some examples of the application of Total Quality Management to improve customer satisfaction include:
· Reduction of waiting time by changing the method of appointment scheduling or client handling
· Making changes to the delivery process so that the product reaches the customer faster
· Better quality products requiring no repairs improving customer loyalty

TQM and Organizational Development
Among the major benefits of Total Quality Management is improvement in Organizational Development. TQM heralds a change in the work culture by educating all employees on quality and making quality the concern of everybody, not just the Quality Control department. The focus on quality leads to a proactive work culture aimed at preventing mistakes rather than correcting mistakes.
Total Quality Management’s focus on teamwork leads to the formation of cross-departmental teams and cross-functional knowledge sharing. Such interventions lead to many benefits such as:
· Improvement in communication skills of individual employees and overall organizational communication
· Knowledge sharing, resulting in deepening and broadening of knowledge and skill-set of team members, and the making of a Learning Organization
· Flexibility for the organization in deploying personnel, contributing to rightsizing, and ensuring cost competitiveness.
Another benefit of Total Quality Management is that TQM promotes the concept of internal customer/supplier satisfaction. For instance, the HR department considers employees as internal customers and processes their queries or requests within the specified time limit. The lab technician in a hospital processes the clinical tests required by the doctor, an internal customer in a timely and efficient manner, according to the laid down customer satisfaction norms.
TQM and Human Resources
A major application of benefits of Total Quality Management relate to Human Resource Management. Application of TQM in an organization brings about the following benefits to the Human Resources of an organization:
1. TQM extends the ownership of the business process to each employee involved in the process by empowering them to rectify mistakes on the spot without supervisor review or action. This generates intrinsic motivation and creates an atmosphere of enthusiasm and satisfaction among the workforce.
2. TQM’s thrust on eliminating mistakes and improving productivity contributes to accomplishment of targets faster. The resultant free time allows employees to enhance their knowledge and apply their creativity to improve existing products and develop new products.
3. TQM’s thrust on quality leads to identifying skill-deficiencies in employees and providing training and other interventions to bridge such deficiencies. Cross-functional and cross-departmental teams allow employees to share their experience and solve issues jointly, leading to benefits such as broadening skill-sets, and improvement of existing skills.
4. TQM’s focus on eliminating mistakes and bringing about process efficiency heralds a direct approach such as counselling and other remedial actions to solve issues such as absenteeism.
5. The enhanced productivity brought about by TQM translates to better profits for the organization, and consequently better wages.

TQM and Competitive Advantage
The application of Total Quality Management brings forth all-round benefits and makes the organization more competitive. In the new business environment marked by demolition of barriers and free flow of information and products, organizations retain their competitive advantage by reducing prices, improving existing products and innovating new products. TQM is a business strategy that allows organizations to achieve all this and much more.
Total Quality Management demolishes the myth that increased quality results in increased costs and decreased productivity. TQM proves that quality is actually the key to decreased costs, and better productivity and positions quality as a critical component of strategic business advantage.
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