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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 following?

1. What are convention hotels? Give an example?
Ans.1	The word convention had a wide meaning ‘’ a large formal meeting of people who do a particular job or have a similar interest, or a large meeting for a political party’’ or ‘’ an agreement between states covering particular matters, especially one less formal than a treaty is known as convention. However, convention hotels are a part of convention centers as well, which meant to be a huge building that is portrayal to hold a convention, where individuals and groups gather to promote and share familiar interest. Convention hotels customarily offers sufficient floor area to accommodate several thousand attendees.
Examples: 
I. One of the largest convention centers is ‘’McCormick Place – Chicago USA”
II. ‘’Manchester central convention complex – Manchester UK’’

 
2. What are the basic differences between hotel and motel?
Ans.2 The differences between hotel and motel are as follows:
	MOTEL
	HOTEL

	DEFINITION: Motel is a single building with multiple connected rooms, where all of them face common parking lot, or a specific area having a series of multiple joined cabins each facing a same parking area.
	DEFINITION: The word hotel is originated from French word Hotel, meaning ‘’Lodging’’ in old French language, Hotel is a commercial establishment that provides paid lodging for longer or shorter period of stay to travelers, or guest. 

	LOCATION: Motels are mostly located on the highways and serves the purpose of only short period stay.
	LOCATION: Hotels are located in urban areas, near business spots, hustling airports, tourist attractions, sports arenas or other such publicity areas around the year

	ARCHITECTURE: Motels are built with one or two floor and all rooms’ doors are opened in a single parking lot.
	ARCHITECTURE: Hotels have several numbers of floors with hundreds of rooms in most sophisticated stylized and attractive buildings.

	STAFF: Most of the motels have smaller numbers of employees, such as receptionist and housekeepers and the visitors avail provided services themselves. 
	STAFF: Hotels have several numbers of employees with hundreds of rooms in most sophisticated stylized, and humongous and attractive buildings.

	RENT/CHARGES: Motel is a cheaper choice to stay for a night or a few hours, as most of the motel charge their room rent on per hour basis. 
	RENT/CHARGES: Most people prefer Hotel for a longer period of stay, Hotels are expensive than motels and charge their rooms as per night stay.



3. How are extended stay hotels different from bed and breakfast?

     Ans.3 Extended stay hotels are those hotels which a particular customer stays for a long period of time and these hotels are located near commercial areas where the visitor can able to find the variety of places to visit nearby. Bed and breakfast mean those hotels which are small lodging establishment that offers overnight accommodation and breakfast. Bed and breakfasts are often private family homes and typically have between four and eleven rooms, with six being the average. In addition, a B&B stands for bed and breakfast usually has the hosts living in the house. Extended stay hotels and bed and breakfast are different in terms of size, income, area, profit, location, rooms, workers/employee etc.


4. What is the relationship between Hospitality Industry and tourism?
Ans.4 The hospitality industry consists of hotels, restaurants, transportation and leisure activities. Many times, when we purchase these services, we do so while we are traveling either for work or for leisure purpose, thus whenever we travel to new country for pleasure, we usual stays at a hotel hence we are purchasing a service in the hospitality industry. And when we grab a bite to eat in a restaurant or hire a tourist guide, we are paying at the hospitality industry in order to fulfill our need and on the other hand hospitality industry providing their services to gain the business outcome, profit, and national income of the country therefore we could consider the relationship between hospitality industry and tourism as demand and supply. In basic hospitality industry provide services and tourist are those who avail it. 




Q2. Outline the characteristic features of hospitality industry?
Ans.2 INTRODUCTION: The travel and tourism sector currently account for 10.4% of global GDP. * Projection say that 72 million jobs will be added to the tourism and hospitality sector over the next 10 years, and the industry itself will grow 10%. Hospitality provides essential services (i.e., lodging and food) for travelers, whether they are on the move for reasons of necessity, leisure or luxury. Hospitality is a major factor in every vacation and business trip, and is thus important to individual customers and to businesses. Besides being a huge job creator, this sector provides a rewarding career track for professionals. It offers a huge range of job opportunities, from event planner to hotel general manager to facilities asset manager and beyond. Entrepreneurs start their own restaurants and boutique hotels. Professionals have the chance to work in glamorous settings around the world. 
Characteristics of Hospitality Industry
Highlights:
· Hospitality business are open 365 days a year and 24 hours a day 7 days in a week.
· It depends heavily on shift work (Morning and afternoon)
· It has a graveyard shift (Starts from 10:00 pm and until 6:00 am)
· Produce guest satisfaction. 
· Products of the hospitality business are intangible and peripherals.
Assortment of Culture:
	Assortment of cultural diversity in hospitality management is to increase awareness of its importance in today’s globalizing industry. It aimed at incorporating some best practices of cultural diversity and demonstrating potential improvement areas for the management. It attempted to gather experiences and ideas from the management level as well the employee level. This study resulted in attaining various suggestions on improvement and development of cultural diversity in the hospitality organization. However, statistics show that 26% of the hospitality workforce in the UK are migrant workers and 6% of the migrant population in the country enter employment within the hospitality industry. This means even if the UK does not exit the EU, managers and staff within the hospitality industry should still maintain a good understanding of cultural diversity.
Product Service-Mix:
The hospitality industry principally contains of those customers which infrequently consume pure products but they had a consumption of mixture of products and services. For example; If we stay at a hotel which serves us with breakfast, room service, laundry service, shuttle service, Open buffet option, spa service fresh beverages at arrival etc. Here we can see that the bill has covered both tangible and intangible experience. Tangible features- A plate of chicken fried rice is the main course a glass of fresh orange juice, well-mannered staff and exquisite presentation for the customer. Intangible features- for example a comfortable dining candle light atmosphere or the friendly attitude of staff.
Labor Intensive:
[bookmark: _Hlk535016782]	Whether it’s a five-star hotel or a 2-star motel there is a need of staff, employees or in other words manpower. However, if we compare it with customer ratio definitely the staff is required to deal with particular customer is more. For example; Etihad First Class Apartment now here we can observe that to deal with a single passenger we can see that a bunch of staff including Shaffer drive, personal assistant, private chef, to private butler in aircraft throughout the entire journey are involved. They had to provide their best to satisfy the customer/passenger needs. So, the hospitality industry we conclude that we need a huge number of labors to run a well reputative organization.  

Q3. Explain various functions of the major hotel departments?
Ans.3 The hospitality industry deals in mostly regarding to the lodging, restaurants, event planning, theme parks, transportation, cruise line, and additional fields within the tourism industry. The main objective of any business, firm, establishment, which run the hospitality industry or deals in hospitality industry is to fulfill the needs of customer, maximize the tourist satisfaction etc. here will discuss some of the very major function department of any hospitality industry which are as follows:  
· Reservation Department 
· Front Desk Operation Department
· House Keeping Department 
· Customer Service Department 
· Catering and Food service Department
**Let’s quickly review these important department of any hospitality industry**
Reservation Department:
Reservation by word it means in the context of Hotel which meant to be the booking or reserving of a room (accommodation) by a guest. Reservation leads to reserving of a particular type of a room for a particular guest for a given period of time. It also gives the guest the first impression of the hotel. A well-organized reservation system of any hotels allows to ensure a steady flow of guest into their properties. Hotel chains offer their members the ability to fill 30 percent or more of available rooms on a nightly basis. Data entered into the system and the information the system provides: The purpose of hotel reservation system is to provide a place for the travelers to sleep. A hotel reservation system is also known as central reservation system (CRS). Hotel reservation system is also vitally important for remote booking. As the people who make reservations for hotel rooms are in most cases at work or busy somewhere, in person booking becomes difficult. A hotel reservation system is an effective alternative in such a case.

Front Desk Operation Department:
At hotels, front office refers to the front desk or reception area or the core operations department of the hotel. This would include the reception and front desk, as well as reservations, sales and marketing, housekeeping and concierge. It is the major department in a hotel which is situated at the front part of the hotel and its duty is to sale the rooms of the hotels after registration and hand over key to the guest. In other word, it is "Show Case Window" of the hotel which reflects the image of a hotel. It is the back bone as well as the "Nerve Center" of a hotel from where all the information and messages are communicated to the different department or personnel. The front office department of a hotel holds first important in view of the nature of a business in a hotel. Revenue collected from the selling of rooms contributes more than 50% of the hotel total sale. Thus, the functions of the front office department are to allocate rooms to the guest and acts as a continuous source of information to the guest staying at the hotel. Other major functions of this department include settlement of guest account, providing guest service, preparation of guest history card, luggage handling, airport pick-up etc.

The front office department develops and maintains up to date record on guest information, guest service and ensure guest's satisfaction. The front office is also responsible for welcoming the guests, greeting the guest and handling the guest complaints. Hence, the staffs working in the department performs as an actor on the stage. The front office may be divided into more than one section, each of which carry out one or more duties. Basically, front office department is divided into Reception, Information, Cashier, Reservation, Telephone operation and Bell desk sections department upon the size, capacity and standard of the hotel establishment.
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House Keeping Department:
The Executive Manager is the chief of housekeeping department. The Deputy Housekeeper and Assistant Manager of Housekeeping report to him. Their responsibilities include −
· Ensuring overall cleanliness and aesthetics of the hotel.
· Ensuring overall sanitation, comfort, and ambience of the hotel.
· Training the new joiners and motivate the existing employees.
· Modelling and establishing Standard Operating Procedures (SOPs) for cleaning and decorating.
· Monitoring regular inventory of guest supplies and linen.
· Monitoring housekeeping equipment and hotel property.
· Evaluating employee performance, and handling their training, promotions, and transfers.
· Organize flower arrangements for events.
· Presenting the estimate of the required budget to the General Manager of the hotel.



Customer Service Department:
Customer service and support teams interact with consumers on an as-needed basis, using various chat channels such as phone, website chat applications and social media messaging. Support teams are available to provide technical assistance with products, while service teams are focused on the customer experience. Customer service teams are focused on providing the best possible customer experience and continuing customer relationships once a client is been build up. They also specialize in customer retention and solve complex issues frustrating customers. The customer service team is the face of the any organization, the front-line when customers contact a business for assistance. Customer service agents help consumers for room service, reservation or make changes to , handle complains and answer frequently to the asked questions.

Catering and Food service Department: 
Catering and food service are a charter of any hotel organization where it just doesn’t attract the customer taste but does provide food as well to the customer and their respective delegates. It shows how the organization. The addition of a catering department has the potential to dramatically increase your bottom line. After your catering department has earned a reputation for producing delicious meals, quality service and enjoyable events, other businesses in your community might turn to your establishment for chamber mixers, retirement parties or other social gatherings. As growing companies have less time to produce events on their own, the field of catering might experience increased demand. To take advantage of this, you can incorporate a catering department into your business on a conservative level to start and gradually increase your event production. You might begin by offering to cater manageable events such as school graduation or birthday parties and then increase your catering department's efforts to include larger events, such as extravagant family reunions or corporate conferences.





Q4. Outline the main Job responsibilities for the following personnel in a hotel?
      General Manager
      Residential Manager

Ans.
GENERAL MANAGER
Introduction:
	The role is particularly common in large global or multinational organizations where businesses are organized along product lines, customer groups or geographies. The general manager typically serves as the top executive for the unit and is responsible for strategy, structure, budgets, people, financial outcomes and metrics. In large organization the GM (General Manager) often reports to Owner (President, Founder and director, etc.) of the particular hotel, firm, company. 
Role and responsibility of General Manager in Hospitality Industry:
1) Lead all the sub management team of the hotel and keeps a well reputative atmosphere in relation with board of directors 
2) Responsible for all aspects of operations at the hotel, to day-to-day staff management, guests. And for managing the Hotels management team. 
3) Build a strategic plan to manage and develop the Hotel Executive team to ensure career progression and development.
4) Provide effective leadership to hotel team members.
5) Oversee the operations functions of the hotel, as per the Organizational chart.
6) Lead all key property issues including capital projects, customer service and refurbishment.
7) Manage on-going profitability of the hotel, ensuring revenue and guest satisfaction targets are met and exceeded.
8) Developing improvement actions, carry out costs savings.
9) Ensure that monthly financial outlooks for Rooms, Food & Beverage, Admin & General, on target and accurate.
10) Responsible for safeguarding the quality of operations both (internal & external audits).
11) Coordination with HOD's (Head office department) for the execution of all activities and functions.
12) Lead in all aspects of business planning.
13) Maximizing room yield and hotels / resort revenue through innovative sales practices and yield management programs.
RESEDENTIAL MANAGER
Introduction:
	The position of the Resident Manager (RM) is not filled in every company, but in most of the bigger hotel chains. A Resident Manager comes directly after the General Manager and is authorized to instruct the staff and is responsible for all departments. Fields of activity are facilitating the efficient operation of the staff, communicating with the Housing Division to assure proper maintenance of the apartments and distributing information and correspondence to residents. Additionally, it is the Resident Manager’s duty to plan business strategies, market portfolios, pricing and open up new markets.
Role and responsibility of Residential Manager in Hospitality Industry:
1) The resident manager is responsible for ensuring the structural integrity of the apartments, including plumbing, heating and cooling systems, and appliances that are part of the rental units.
2) Some resident property managers handle financial obligations for the property owner, paying mortgages, utilities and property taxes, and cutting checks to subcontractors and maintenance workers.
3) Administer all resident activities and resolve all issues and participate in all off-site meetings for facility and provide training to all personnel and ensure stability in all processes.
4) Prepare reports for all resident and associate accidents and perform regular crisis intervention and assist to provide transportation to all residents for all out of facility appointments.
5) Schedule all resident headcount on periodic basis and prepare required reports and inspect all sleeping quarters for staff.
6) The resident manager position focuses on enhancing the quality of life in the WMU Apartments and Spindler Hall, including fostering community, being attentive to safety and security of residents and assisting with facility operations. 

Q.5 Activity
My residential address where I live is Prince Mutaib Bin Abdul Aziz Road, Mushrifah Dist., An Nashat Street, N17 E14, Jeddah Kingdom of Saudi Arabia, The area is in city center however it is near to the highway so I found the few hospitality business which will be mentioned as follows:
1. Boudal Furnished Apartments – Small chain of residential place 
2. Marriot Hotel – A five-star chain of hospitality  
3. Kabeb Baladi Restaurant – Hospitality in terms of serving food
1. Boudal Furnished Apartments: 
This organization serve a place where visitor can stay over night and so for a couple for days on a low cost. It’s doesn’t offer any food service or any large-scale parties to be held in there. The staff was well dressed and friendly to their customer and service oriented overall it is a good example of hospitality in my area. 
2. Marriot Hotel:
This is a pure finish class an art of beauty a five-star chain of hospitality where it offers residential rooms, party halls, conference rooms, meetings, catering service, conjoined restaurant, sauna, gymnasium, swimming pools, laundry service, free wifi wardrobe, suites, event management, etc. 
3.Kebab Baladi Restaurant:
This is a restaurant, a very famous one nearby our house. It tastes good it provides variety of delicious kebab items plus family hall to dine in as well. The place was fine with good views of cities food is hygienic fresh under high class supervision of expert the owner itself is always available at the place and the productivity along with their bottom line is enormous a great place to observe experience and learn how the business develop with nil to higher stage. 
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