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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. 
	Please insert your completed assignment ( in word format)  here:
1.1 Which type of information doest he sales and marketing department require from the front office?
The front office is often seen as an information sourde and a request centre for guest and Hotel employees. As the market condintion have changed the nature and importance of the functions performed  by the fron office have also changed from being an order taking departmnet to an order genarating or sales department.

The front office must take every effort to keep the information on room availability and guest history current and accuarte. The sales and marketing executive needs info on availability to know what room to sell in future to design marketing strategies for off season. 

They need an info on:
-guest histories

-room reservation

-current room availability status

-group, corpoarte and crew bookings

-setting the transient and bulk room sales
[https://www.scribd.com/]

[Accessed: 17/04/20]
1.2  Guests history is an important source of information for the sales and marketing department.” Why?
Creating the ultimate guest experience should be a hotel’s primary goal. Today, leading hotels implement different way to capture guest behaviors, communications, interests and spend data in one single source of truth, leveraging and customizing this data to provide these unique and personalized communications and experiences.. Managing guest data via a rich profile gives the hotelier the ability to understand their guests needs even before they check-in and can create personalized marketing and experiences during stay and throughout the lifecycle of the customer. 

Increasing occupancy rates and revenue by improving customer experience is the aim of modern hospitality organizations. To achieve these results, hotel managers need to have a deep knowledge of customers' needs, behavior, and preferences and be aware of the ways in which the services delivered create value for the customers and then stimulate their retention and loyalty 

[https://scholarship.sha.cornell.edu/]
[Accessed: 17/04/20]
1.3 What does a banquet manager do?
Banquet Manager Duties
The duties of this position literally run the gamut in terms of boring, exciting, and challenging. When performed properly, though, the department will run like a top:

· 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

Operations Management 

 Communicate information, advice and guidance to the operations team to ensure delivery of corporate food and beverage services at functions and on event days. 

 Ensure standards of service and quality are met. Work with supervisors to establish and review systems and processes to ensure efficiency and effectiveness of operations, including the maintenance of working manuals.

  Have an ongoing commitment to continuous quality improvement in all areas of service delivery. 

 Keep product and brand offer up to date and in line with operational standards. 

 Ensure supervisors meet  policies and procedures, including food safety management and compliance reporting, liquor licensing compliance, cash handling policy requirements and reporting, occupational health & safety reporting. 

 Client Relationships and Customer Focus 
 Build, develop and maintain a strong working relationship with clients through open lines of communication. 

 Ensure that the quality of service is continually enhanced and maintained at levels consistent or exceeding the expectation of  clients.

Financial Management and Administration
 Actively seek to increase revenue, monitor costs and implement cost management strategies in order to maximise financial returns of the cost centre. 

 Analyse relevant financial information including forecasts of sales and cost targets and prepare accurate and timely reports, for both event day and monthly reporting.  

People Management 

 Build, develop and maintain an effective team to meet business objectives for this area. Develop strategies to improve team performance and monitor progress. 

 Ensure all people management processes (ie recruitment, induction, training, development, performance, grievances) occur in accordance with company procedures. 

 Develop a positive work environment, provide direction and lead by example in promoting a customer service culture throughout the staff. 

 Health & Safety and Compliance 
 Attend Safety Leadership training. Follow the company principles for safe working practices: o All injuries can be prevented o Everyone is responsible for injury prevention o Working safely is a condition of employment o No site induction, no start o If it isn’t safe, don’t do it o All incidents are to be reported 

 Monitor all aspects of operational performance to achieve compliance with legislation, company policies, procedures and standards, with particular focus on liquor licence and food safety compliance. Measure of Performance Compliance with company policies and legislation. Culture of safety on site. 

1.4 Explain the terms used to describe housekeeping room status
During the guest’s stay, the housekeeping status of the guestroom 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 guestroom during every stay.
Occupied: A guest is currently registered to the room.
Complimentary: The room is occupied, but the guest is assessed no charge for its use.
Stay Over: 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 readied for re-sale.
Do Not Disturb: The guest has requested not to be disturbed.
Sleep-out: A guest is registered to the room, but the bed has not been used.
Skipper: The guest has left the hotel without making arrangements to settle his or her account.
Sleeper: The guest has settled his or her account and left the hotel, but the front office staff has failed to properly update the room’s status.
Vacant and ready: The room has been cleaned and inspected and is ready for an arriving guest.
Out-of-order: The room cannot be assigned to a guest. A room may be out-of-order for a variety of reasons including the need for maintenance, refurbishing, and extensive cleaning.
Double Lock: The guest room door is locked from inside and outside two times so that no one can enter.
Lockout: The room has been locked so that the guest cannot re-enter until a hotel official clears him or her.
DNCO(Did Not Check Out): The guest made arrangements to settle his or her account (and thus is not a skipper), but has left without informing the front office.
Due out: The room is expected to become vacant after the following day’s checkout time.
Do Not Paid: The guest is going to check out from the hotel today.
Checkout: 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 hotel’s standard check-out time.
[http://chafra.bilkent.edu.tr/]
[Accessed: 18/04/20]
1.5 Communication is important between the front office and the food and beveragede partment. Why?
It is important because:

For VIP Group or Single:

a)The department can be well prepared upon receiving the information.

b)In both the cases upon arrival the people are received with a Welcome Drink. This is arranged by the F&B department.

c)In case of VIPs special drinks are provisioned in the mini bar which are in the guest rooms. This is taken care of by the Room Service which is under the F&B department.

d)The VIPs are also offered with complimentary fruit basket which is generally sent from the General Manager of the hotel. This is a gesture of gratitude shown upon the VIP for his/herstay in the hotel. This is taken care of by the F& B department.

e)Special dishes as per the liking of the VIPs can be arranged upon instruction of the F& B Manager.

f)The Mini bar facility for the groups are generally with drawn from the room because they come on a special tariff.

g)The groups are generally offered a fixed meal, this requires advance preparation. For all the reasons above the arrival notification is necessary.2.

Arrival & Departure Notification:

The arrival departure helps the F&B department to forecast thefood sale on a particular day and therefore to ascertain the quantum of raw materials required and which in turn also reflects the quantity of dishes are to be prepared The departure notification is again needed because if any guests has availed services in any outlets by signing on their bills which they intend to settle on departure the same can be timely delivered to the Front Office for claiming its payment from the guest

[https://www.academia.edu/]
[Accessed: 18/04/20]
1.6 What is the importance of communications between the front office and security department?
There are different functions performed by Hotel Security Department some of that need a communication within a Fron Office regarding:

- Guest’s health, comfort or well-being which is a priority. 

- Hotel revenue, reputation, fixtures & fittings etc.

- Hotel employees 

Mainly duty of the security Dep. are:

a. Hotel security staff is responsible for patrolling of the hotel property to ensure the safe & secure environment for the guests, visitors, employees and the hotel property. 

b. Hotel security official monitor the surveillance equipments.

c.This department is responsible for maintaining fire safety system.

d. This department also works on emergency evacuation plan in the situation of emergency. e. Hotel security department also takes care of emergency communication plans or public address system in emergency. 

f. Hotel security employees are responsible to handle situations like fire , vandalism, terrorist attack & bomb threat etc. 

g. Hotel security department also takes care of fencing of the hotel property to make the hotel premises safe. 

h. Hotel security department also ensures proper allocation of security guards at entry gate for the safety of guests and their belongings.

i. Security department also provide training through mock drills for handling emergency situation handling to different department of the hotel 

[http://epgp.inflibnet.ac.in/]

2 What is the total quality management technique? And what role does it play in the success of a hotel?
Total Quality Management (TQM) is a management philosophy that seeks to integrate all organizational functions to focus on meeting customer needs and organizational quality objectives, TQM is one of the most applied and well accepted approach between the contemporary innovations such as six sigma, just – in – time to achieve business excellence, in the last two decades a large number of organizations working among product and service industries had realized the great importance of adopting and implementing TQM process in order to maintain a sustainable competitive advantage in a rapid changing environment .

In the industry of hospitality, total quality management (TQM)is a sharing process that authorizes employees in different levels to work in groups in order to start guest service prospects and determine the most suitable approach to meet or exceed these prospects. And in order to have those groups formed an organization needs to employ a leader who creates the required motivation to incorporate guests and employees in the process of setting goals and objectives. Implementing TQM in hospitality organizations in particular will improve customer satisfaction,competition condition and cost effectiveness as well. 

The advantages of total quality management (TQM) include:
Cost reduction.

 When applied consistently over time, TQM can reduce costs throughout an organization, especially in the areas of scrap, rework, field service, and warranty cost reduction. Since these cost reductions flow straight through to bottom-line profits without any additional costs being incurred, there can be a startling increase in profitability.
Productivity improvement. 
Productivity increases significantly, since employees are spending much less of their time chasing down and correcting errors. Increased productivity means more output per employee, which typically results in increased profits.
Customer satisfaction.

 Since the company has better products and services, and its interactions with customers are relatively error-free, there should be fewer customer complaints. Fewer complaints may also mean that the resources devoted to customer service can be reduced. A higher level of customer satisfaction may also lead to increased market share, as existing customers act on the company's behalf to bring in more customers.
Defect reduction. 

TQM has a strong emphasis on improving quality within a process, rather than inspecting quality into a process. This not only reduces the time needed to fix errors, but makes it less necessary to employ a team of quality assurance personnel.
Morale. 

The ongoing and proven success of TQM, and in particular the participation of employees in that success can lead to a noticeable improvement in employee morale, which in turn reduces employee turnover, and therefore reduces the cost of hiring and training new employees.

[https://www.accountingtools.com/articles/]
[Accessed: 18/04/20]
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