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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. 
	1. Give short answers for the following questions: 

i. Which types of people are most suitable for working in the hospitality industry?

Working in an industry like hospitality means that you are surrounded by culturally diverse people every day, who are from many different walks of life and have vastly different needs, wants and expectations than the person before them. The manner in which you communicate with them and the way you leave them feeling could be the difference between simply being provided a generous tip or sparking a professional relationship that leads to the job of a lifetime.

ii. What is the first thing a manager should do before starting on the recruitment process?

It is common for managers to make mistakes in the process of recruiting of staff as they do not always think about the ideal person carefully who is needed to undertake the job as described in the job description. A carefully designed job description aids in thinking about the person needed – their background, previous experience, training and education, and characteristics and personality.

iii. Who are flexible employees in hospitality services?

In every situation, you must be in a position to call on the necessary staff required to meet the demand. This means being able to call in more staff in busy times and reducing the staff when sales are slow.Traditionally, full-time staff numbers have been maintained at the lowest levels possible and focus has been on more ‘skilled’ employees who are supplemented with extras as required.

iv. Outline the factors which affect the market’s labour supply.

In every economic field the market of labour is affected by the demand and supply powers. The supply of labour is considered on the basis of population, different age groups, participation of sex ratio and their education. Supply of labour is related with that quantity and rate at which the labourers are ready to work.Participation Rate as Labour Force, Number of Hours the Labourers is Willing to Work, Speed or Intensity of Work and Efficiency or Skill of Work.

v. Explain the important points which should be included in the job description.

The job description has to include the given brad headings: Job title, department, and location: allocate the job a name and a position.


vi. What are the internal sources for applicants?

Candidates will be attracted from the available local labour market and the below listed items indicate some basic methods of communicating with potential applicants to let them know of the job vacancies. Internal come from inside your unit, including: Internal promotions, present staff, current staff, notices and posters on your premises and records of previous applicants.

vii. Which information should be asked on the job application form?

The application form has to be designed in such a way that it is simple to complete and allows candidates to provide the necessary information you need to access their suitability: Name; Address; Education and training; Past work experience; Other interests; and Names and addresses of references.


viii. What is the importance of induction programme in hospitality?

Helping to reduce customer service problems; Enhances productivity levels with new employees becoming effective more rapidly; and Shows statutory duties for safe and hygienic working practices. When an Induction Programme is being planned, it is essential to take into consideration the information and experiences that will help them to settle in and how to provide it.

2. Discuss advantages and disadvantages of one to one interview and more than one interview. 

One-to-One interview: The manager or a deputy conducts the candidate interviews individually on his or her own. This method saves time of the management but the weak point is that only one person’s judgment is involved. It is too easy for the interviewer to miss out on some vital pieces of the interviewee’s quality or
personal prejudices can come in the way.
More then one interview: In times when there are several suitable candidates, managers can conduct an initial round of interviews and short list candidates that appear in a second round of interviews – this normally occurs on a different day. This type of selection is expensive both for management and the candidate. Normally, this kind of approach is used when selecting skilled staff or management personnel. The plus point is that more candidates are seen, and the selection is eventually based on the candidate’s performance on two occasions.

Activity

You are a manager in a hotel. You have to recruit a hotel front desk clerk, who will be responsible for room reservations, providing information and services to guests, and will receive payments. 
Considering the above – 
a) Prepare a job description for the mentioned post.
Job Description
Job Title: Reception Clerk
Accountable to: Hospitality Manager

Job Purpose

The post holder will be required to provide administrative support to the reception desk. The post holder will be the first point of contact for our company. Our Receptionist’s duties include offering administrative support across the organization. You will welcome guests and greet people who visit the business. You will also coordinate front-desk activities, including distributing correspondence and redirecting phone calls.

Main duties and Responsibilities
•	Directs visitors by maintaining employee and department directories; 
•	Giving instructions. Maintains security by following procedures; monitoring logbook; issuing visitor badges.
•	Actioning all ad hoc internal room bookings.
•	Ordering of various stationery supplies for the Hotel.
•	Administering, ordering, issuing and stock control of staff uniforms.
•	Perform duties such as taking care of plants and straightening magazines to maintain lobby or reception area.
•	Greet and welcome guests as soon as they arrive at the office
•	Answer, screen and forward incoming phone calls
•	Ensure reception area is tidy and presentable, with all necessary stationery and material (e.g. pens, forms and brochures)
•	Provide basic and accurate information in-person and via phone/email
•	Receive, sort and distribute daily mail/deliveries

Person Specification
Experience
• Experience of greeting guests and visitors and making them feel welcome in a positive and friendly manner
• Experience of working on a switchboard co-ordinating a high volume of calls during peak periods, prioritising work and situations
• Experience of basic clerical duties and office procedures
• Approachable with good interpersonal skills
• A good standard of personal presentation
• Ability to promote a positive image of the company to the customer

Special knowledge and role requirements
• Good working knowledge of using MS Office to a competent level within an office environment, especially MS Word, Excel and Outlook
• Excellent communication skills with peers of all levels up to senior management
• Ability to work largely on own initiative
• Positive and friendly persona
• Excellent time-keeping skills

b) Which procedures will you adopt for advertising the post?
The procedures for advertising will be:
Advertising on the Hotel website.
Looking for online agencies to post the Job Offer.
Send an email to all the staff to let them know that we are recruiting as sometimes they might know someone that would be interested on the job.
Local Newspaper advert.
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