[image: BOLC_Logo]                                                                  
   Assignment Cover Sheet





	Student Name:
	Werner Pretorius

	Student Number:
	27092

	Course:
	Advanced Diploma in Hotel Management - Level 5

	Assignment NO:
	ASSESSMENT # 1



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.

i. A good example of a Convention hotel would be Sopwell house hotel. [Online] Available at: https://sopwellhouse.co.uk [Accessed: 24 November 2018].  A 4-star Luxury Country House Hotel located in Hertfordshire which can provide large quantities of bedrooms, conference and banqueting facilities, brasserie Restaurant, fine dining restaurant, 24-hour room service and in-house laundry service. 
ii. Typically, motels will offer basic facilities and overnight accommodation for car travelers outside of cities on main roads. They will normally have one or two floors and a carpark. Hotels are more high-end and will be a lot larger with more facilities and amenities with customers staying for longer periods of time.
iii. Extended stay hotels will generally come in 3 tiers, upscale, midscale and economy. They will offer full kitchen and cooking facilities with limited housekeeping presence, once per week. Bed and breakfast(B&B) are normally privately-owned family run establishments in rural areas that offer overnight accommodation which includes breakfast as standard. 
iv. “Tourism is the activity of visiting places for enjoyment purposes” [Online] Available at: https://study.com/academy/lesson/relationship-between-tourism-hospitality.html [Accessed: 24 November 2018], but in doing so you support the hospitality industry by flying in an airplane, staying in a hotel, using the facilities and enjoying the food and drink in the restaurants.

2.
· Product-Service mix which includes a tangible and intangible guest experience. A very good example: A guest checking in at the front desk being welcomed by a happy and friendly receptionist then entering a beautiful and clean and serviced bedroom, which has been cleaned by the housekeeping department. 
· A two-way communication between the customer and the service staff to meet the customer expectation throughout their experience in all departments throughout the whole business.
· The relationship building with your customer to ensure long term re-occurring business which can be achieved through word of mouth and building a brand loyalty.
· Diversity in culture in the hospitality industry is something to be aware of daily and in my experience looking after a staff canteen in a hotel was always important to ensure you cater for all cultures and to be aware of religious celebrations like Ramadan to ensure that food was prepared at certain times of the day.
· In a 4-star hotel there’s a lot of labor costs that you need to consider in all departments, from the gardening department who ensures the grounds look good for the first impression right through to the night manger looking after the guests needs at 2am in the morning.

3.  A free independent traveler is looking for a specific hotel online and through good promotion and advertising by the sales and marketing department, she decided to book a long weekend which included a spa day and lunch in the brasserie. The guest arrived at the hotel to find the hotel has multiple security camera’s outside and inside which puts her to ease as she now knows that there is a security department looking after her safety. After checking in and having a lovely conversation with the receptionist who told her she would see her later as she also works in the restaurant and would be her server due to interdepartmental training which the HR department has arranged for her. That made the guest very happy as the employee seemed well trained. The guest then went up to her bedroom and wanted to turn her air conditioner on as it was too warm, but it didn’t work. She called down to reception who in return contacted engineering who immediately fixed the problem for the guest. After enjoying a lovely evening and dinner in the restaurant the guest realized her food bill was incorrect. The food and beverage department quickly rectified the bill by liaising with the accounts department who corrected it.  

4. a) The hotel general manger is responsible for managing all aspects of the hotel which includes some of the following:
· Hiring, promoting and management of all staff starting with all heads of department. 
· Prepare, review and assess monthly or periodic financial statements. 
· Leading the financial and sales and marketing meetings to ensure all HOD’s are informed for them to implement action plans and relay all important aspects of the business downwards to the staff on the shop floor. 
· Ensuring all quality and service standards throughout the hotel are maintained through reviewing and the implementation of all hotel policies and strategies. 

4. b) The hotel resident manager is ultimately the super glue in the hotel operations and duties include:
· He is the normally the face of the business and there to meet and greet guests to ensure the guests have a great experience whilst staying at the hotel.
· Generating reports and doing market analysis for the general manger to ensure maximum profits are achieved. 
· Ensuring the hotel is maintained to the highest standards and managing of all the operational staff.
· Assisting the general manager with the daily operations and management of the hotel and will normally live in on site to be on call 24 hours a day.

Activity:

1. After investigation I found quite a few hospitality companies in my area. I have found approximately 30 in a 10-mile radius and have listed some below with all my findings: 
· Travelodge – 2-star budget hotel with minimal amenities which includes parking. 
· Hilton – 4-star convention hotel offering an indoor pool, a spa, a restaurant, breakfast and large quantities of bedrooms.
· Hotel Ibis – 3-star city center hotel offering simple rooms with complimentary Wi-Fi, plus a 24-hour bar.
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