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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. Outline the characteristic features of the hospitality industry



The hospitality industry is one of the most different from other sectors. Its uniqueness lies in the fact that it tends to be service oriented and has a strong emphasis on human exchange in the service delivery processes. The key characteristics relating to the hotel industry are - 

      A) Product-service mix

      B) Two-way communication

�      C)  Relationship building

      D)  Diversity in culture

      E)  Labor intensive



























A)  Product -service mix 

This is an industry that features tangible (products) and intangible (services) experiences i.e even experiences that dont have a physical presence are as important here. In the hospitality industry, customers rarely consume pure products but a mixture of both - products and services. For example, one who dines in a restaurant will not only pay for the food and drinks but the services provided by the servers. The bill has covered both tangible and intangible experience. Tangible features- for example, a steak as the main course, a glass of house wine, well groomed service staff and decoration of the restaurant. Intangible features- for example, a comfortable dining atmosphere or the friendly attitude of staff. A successful hospitality business does not only count on its products and services, but also how they are delivered. The qualities of staff and the way they deliver the service are often more important than the tangible products in making a hospitality experience satisfactory or unsatisfactory. Hence, the two features can contribute to the total experience in the service delivery process. As products and other tangible features can be easily imitated by competitors, hospitality operations which aimed for high-ended customers and ‘superior’ quality gradually spend more and more resources in enhancing the service standard as a strategy of differentiation. 



B) Two-way communication

Communication is important in any industry , but to excel in this industry a two way communication between -

guest and staff

staff and staff

is important. So, basically it requires the involvement and participation of both customers and service staff in the service delivery process. Through interactions with customers, important messages about their needs and expectations can be received by service staff for their immediate actions to create customer satisfaction. Even complaints should be taken positively and improved upon. Interactions between internal staff or inter-departments is also critical since total experiences of customers in using any lodging or food and beverage services usually involve team work and exchange of information within the organization.



C) Relationship building

The Guest being the most important aspect of the industries survival, guest loyalty becomes the key to its success. It highly depends on repeated customers for survival. Building long term relationship with customers can benefit the organizations for generating stable revenues regardless of the instability of seasons and at the same time, developing brand reputations through positive word-of-mouth of the repeated customers. In order to develop brand loyalty, different methods are currently applied by the lodging and food service sectors, such as membership programmes which give privileges and incentives to frequent customers. However, top management of organizations do believe that the informal ways of building “friendship” between front-line staff and customers through high degree of personal attention and customization can win the loyalty of customers in. 



 D)  Diversity in culture

As hospitality are closely related to tourism industry, it is not surprising that people involved in this sector, no matter customers or staff are experiencing a diversity in culture through interacting with others. Staff who work in a hospitality organization always have interactions with customers from different regions, or to work and corporate with other colleagues who may have different backgrounds or cultures. Due to their differences in religious beliefs and values, some conflicts and misunderstandings can be easily occurred. Therefore, staff should be open- minded, and come up with solutions together in resolving problems in their duties. For example: From customers’ perspective, some of them abstain from meat due to their religious beliefs or habit. Therefore, restaurants should provide vegetarian food as an option in order to satisfy their needs. From staff’s perspective, eating pork or any food products with pork as ingredient should be avoided if some colleagues are Muslims in order to show respect to their religious belief. Such a cultural diversity implicates that local staff should generally understand different cultures so flexible services can be provided to customers based on their national cultures and harmony in cooperation with colleagues from different nationalities can be achieved.



E) Labor intensive

Looking at most of the points above the most obvious importance in the service oriented industry is its staff or the labour , to make the guests stay a memorable experience. This characteristic is especially true for those enterprises which target for high-ended customers. For example, staff-to-guest ratios are high in fine dining restaurants and 5-star hotels which aimed at providing one-on-one services to their customers. Although the advancement in technology do contribute to the replacement of some simple tasks in the whole service process, customers who concern the element of ‘care’ generally expect high degree of human contacts and personalized services in their consumption experiences. It explains why the industry is always in high demand for labor and is willing to spent time and resources in training and recruiting potential candidates to join the workforce of the hospitality industry.

 

`
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2.Prepare a list of activities performed by the front office in a hotel



The  activities  performed by the front office are -

A) Reservations

B) Check-in and registrations

C) Mail and information

D) Uniformed service and baggage handling

E) Telephone calls and messages

F) Handling guest accounts

G) Check-out and bill statement

 

 The main job of the front office is that of a facilitator between the guest and various departments of the hotel. A second job is to provide support an aid in making services available to the guests. The number of interactions and transactions between the hotel and guest during the stay establishes the kind and nature of the front office operation.The stages during a  stay of the guest in which the front office is involved are- 

1.The pre-arrival – booking and reserving

2. The arrival – making sure the room is allotted to the guest

3. The occupancy – settling the customer into the right room

4. The departure – billing 



The duties and services of the front office department can be distinguished by the area in which they are being carried out. Some of the duties are carried out at the reception desk as front-of-the-house operations and the remaining duties are conducted as back-of-the-house operations.



Front of the house Operations - 

Front-of-the-House Operations are called this because these activities are carried out in front of the guests. Hence, these activities are linked either to direct interaction with the guest or they are being conducted in front of the guest. The front office duties begin as soon as the guest calls or sends a request for reservation/accommodation. The front office staff start their interaction with the potential guest by taking in information and reservation of the guest, which leads to confirmation of reservation and lastly, to the handling of guest upon arrival and check-in. So, decisions pertaining to the room sale to a specific guest, availability and allocation of a room, up- keep of account of the guest by coordinating with housekeeping, and room service are the chief Front- of-the- House duties. Finally, the account clearance or deciding on the time of the account’s clearance is typically a part of the check-out process, carried out by the front office. To put it simply, we can say that front office is the first and the last place (during check-in and check-out) when a guest interacts with the hotel.



Back of the House  Operations 

As the name implies, these are the activities that do not take place in front of the guests. Upon a guest’s check-in time, his or her account is activated. This account maintains a track of the guest’s financial interaction with the hotel. Such financial interactions include reserving a room, room services, laundry, food and beverage from the hotel, and any other facilities that the guest uses during his or her stay. For example, these monetary transactions might begin while the guest is still waiting for assigning of a room. The night auditors help back of the office department in the hotel every night in maintaining guest accounts. A lot of the hotels extend credit lines to their guests or the companies by which they are employed. A predetermined credit limit exists and the hotel allows the guest to build up the amount before requesting full or partial payment. This type of an agreement saves the guest a lot of checkout time. It additionally coordinates with housekeeping and room sales to preserve the status of occupied and vacant rooms. Lastly, the guest record or personal data is preserved by the front office, which is primarily a back-of-the-house activity. So, the guest cycle which started with the guest booking, arrival of guests, providing for their stay, and charging them upon departure is completed.



The activities listed above can be described as - 

A) Reservation 

A person can reserve a room either by calling , online or sending a request to the hotel. The front office then immediately will start interacting with the guest understanding the date of arrival, time of arrival, room type preference and other related guest information. The reservations manager is a position that many lodging businesses have. This individual takes the incoming requests for rooms and jots down any special requests for service. The specifics of this position are endless, it is geared towards giving the guest the requested information and services along with accurate confirmation of these items. It is the reservation manager job to keep a correct account of room inventory by employing the reservation module of a property management system. This individual has to communicate very efficiently with the sales and marketing department. Slow and peak sales periods have to be dealt with through good planning.



B) check-in and registrations

The front office handles the guest immediately on arrival. The front office will confirm the guests reservation and then check-in the guest. At the time of the check-in the guests account is activated which will then be looked into by the accounting department of the Front Office. The desk clerk can consist of a number of jobs, which usually includes confirming guest reservations, registering guests, allocating rooms, passing out keys, communicating with housekeeping staff, attending telephones, giving information about directions to local attractions, taking cash and returning change, and acting as a liaison between the lodging business and the guest along with the community. Whatever the guest requires is made available and it is the front desk clerk, who is called upon to make hospitality available with efficiency and professional dignity. In limited-service establishments, the general manager may also assist, needed, to help process reservation requests, check-in guests at arrival, and check them out upon departure.



C) Mail and information

Communication becomes an integral part of the Front office . Communication between the hotel and the guest and then between the staff of the hotel feeding in the required information of the guest. 



D) Uniformed service and baggage handling

The guest is greeted at the entrance by an uniformed staff and may guide them to the reception desk. The bell Staff of the hotel will carry the baggage, acquaint the guests with the new environment, do minor jobs, deliver supplies, and pass out information to guests about local attractions. They additionally act as the hospitality link between the lodging business and the guest. They are a huge advantage to a well-run hotel business. The job of bell staff begins where the computerised property management system stops.



E) Telephone calls and messages

The front office has to record every call logged in , or any call or message for any particular guest. A telephone operator too is part of the Front office setup. This individual has to be able to locate a registered guest or management staff at a moment’s notice. He or she must be prepared to deal with life-threatening crises or other emergencies. Call accounting, which is a computer technology application that tracks guest phone calls and posts billing charges to lodging establishments, has made the job of telephone operators much simpler, since tracking telephone charges to registered guests can be accomplished with ease. This individual can also help the desk clerk and cashier when needed.



F) Handling guest accounts

Upon a guest’s check-in time, his or her account is activated. This account maintains a track of the guest’s financial interaction with the hotel. Such financial interactions include reserving a room, room services, laundry, food and beverage from the hotel, and any other facilities that the guest uses during his or her stay. For example, these monetary transactions might begin while the guest is still waiting for assigning of a room. The night auditors help back of the office department in the hotel every night in maintaining guest accounts. A lot of the hotels extend credit lines to their guests or the companies by which they are employed. A predetermined credit limit exists and the hotel allows the guest to build up the amount before requesting full or partial payment. This type of an agreement saves the guest a lot of checkout time. It additionally coordinates with housekeeping and room sales to preserve the status of occupied and vacant rooms. Lastly, the guest record or personal data is preserved by the front office. So, the guest cycle which started with the guest booking, arrival of guests, providing for their stay, and charging them upon departure is completed.



G) Check-out and bill statement

The account clearance or deciding on the time of the account’s clearance is typically a part of the check-out process, carried out by the front office. The Front Office will make a summary of the stay and then print the bill for the guest. 



The Front  Office will also assist the guest during the stay through the Concierge or the travel desk. 
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3.Outline the main duties and responsibilities of housekeeping managers and floor Supervisors



The Housekeeping Manager and the floor supervisors  are part of the Housekeeping  organisation. The Housekeeping Manager  is the Head of this chain and is the one ultimately accountable for the staff deployment, development, profitability, and operating standards of the department. The floor supervisors or the floor Housekeeper has the charge of a particular floor and a set of rooms which are then looked after by the room attendants.



The functions of an Housekeeping Manager can be listed as below-

1. Ensuring pre -set standards of cleanliness are maintained throughout the hotel

2. Taking frequent rounds to ensure all departments within the Housekeeping Department are working cohesively

3. properly delegate work 

4. Offer guidance and direction to the entire departments

5. Staff deployment

6. Conduct proper training programs

7. oversee the finance of the department to maintain its profitability

8. Control the usage of the consumable items

9. Establish demand and supply of goods

10. Maintaining assets within the departments

11. Purchasing



The functions of the Floor Supervisor  can be listed as below-

1.Ascertain the quality and efficiency of the room attendants

2. Providing training to the new room attendants and re-train the existing staff

3. liaison with other departments like the Front office and the Maintenance Department

4. Linen management – soiled and clean linen movement and keeping exact count

5. Collect reports from the room attendants

6. Address any urgent maintenance issue in any room

7. Making lists of any lost and found articles in the set of rooms under them



The Housekeeping Manager is where the buck stops in the Housekeeping department. Efficiently managed housekeeping departments ensure the cleanliness, maintenance, and aesthetic appeal of lodging properties. The housekeeping department not only prepares clean guest rooms on a timely basis for arriving guests, it also cleans and maintains everything in the hotel.

Maintaining cleanliness in every room is the primary responsibility of the Housekeeping Department. Cleaning of the bedroom floors situated outside of the bedroom is an extended function of housekeeping and this can include the staircases, public cloakrooms and other public areas of the property. At times agencies from outside are employed for the cleaning of the public areas like the lobby and restaurant area in addition to men’s and women’s restrooms. Such activities are conducted at odd hours or times when there is minimal public found in these areas. The standard of cleanliness must be upheld and it is the responsibility of the executive housekeeper to ensure that pre-set standards of cleanliness are followed in every area of the hotel whether it is the fire-exit stairwells or goods lifts or any other area in the public domain. To make sure this happens, the executive housekeeper begins his/her day with rounds, followed by an assistant housekeeper of all areas that are visited by the public.For this to happen, the department has to make an effort to maintain the set standards after they have been set and approved. Other areas that come under the housekeeping department include: 

1) The Lost and Found Department: 

Quite often, during the cleaning process, a room attendant will come across personal items left behind by the guests. The value of the items may range from almost nothing to thousands of pounds, such as, in the case of Rolex watches, etc. All such items found in the process of cleaning the rooms need to be handed over by the attendants to the floor supervisors. They, in turn, make a list of all articles found against specific room numbers.

2) First Aid: 

If guest requires first aid, it is provided by the housekeeping department which maintains the first aid kit. 

3) Floral Arrangement:

 Another duty of the housekeeping department is to maintain fresh floral arrangements all around the hotel. All arrangements in the public areas like the lobby or restaurants and private areas like the guest bedrooms are displayed by the housekeeping department. 

4) Laundry Services: 

The laundry services available to the guests staying in the hotel are typically offered by housekeeping. The laundry needing washing is collected from the guest’s room; washed, dried, and ironed and brought back to the room of the guest. Previously, all hotels maintained in- house laundry services but, now many hotels outsource this service both for the hotel linen along with the guest laundry

5) Purchasing:

this role of the housekeeping department is one involving the transaction of a lot of funds. Hence, it is an important section where profitability of the hotel may be affected if the range of products are not purchased with care and supplies not managed. The chief purchasing areas under the umbrella of Executive housekeeping area include: 

a) Bedroom supplies: e.g., laundry bags, breakfast, cards, and shoeshine, etc.; 

b) Bathroom supplies: e.g., toiletries; 

c) Linen: bed sheets and toweling;

 d) Tea and coffee making facilities (TCMF): e.g., tea/coffee sachets, sugar, milk, and biscuits; 

e) Working replacements: e.g., shower curtains, crockery, glassware, vacuum cleaners, and trolleys, etc.; 

f) Cleaning supplies: e.g., air freshener, bleach, and cleaning product; 

g) Uniforms: e.g., for the room attendants/porters. h) It is necessary for the Executive housekeeper to ensure that the supplies and their consumption are monitored. The list of items in the purchasing list can be further classified into:

 i. Consumable: bedroom supplies, cleaning supplies, and TCMF

ii. Assets: uniforms, working replacement, and linen.

Different policies are maintained for the two distinct groups of purchasing by the Executive Housekeeping. The true usage of the first group (consumable) purchases can be projected according to the occupancy rate of the hotel. Since it is vital to maintain these items in stock, the staff can request their requisitions on a daily weekly basis. So, the Executive Housekeeper has to not only establish the demands, but also, needs to control the use of consumable items as well through the maintenance of detailed invoices and requisitions. The numbers of consumable items are numerous and if the proper monitoring is not carried out, needless to say, it will affect the overall profit statement of the hotel. Now, computers help to carry out this function. “Assets,” while not in the true sense, include things like uniforms and are not consumed on a regular basis, and have no need for a daily replacement. However, the upkeep of the uniform is the duty of the staff and they need to show up immaculately dressed daily. Other items such as vacuum cleaners or crockery are passed out over a given amount of time and are recorded as depreciation. Hotel’s linen is hard to manage; since in a large hotel roughly 5,000 dirty linens are sent for cleaning every day. To count and recheck the linen from and to laundry is a very difficult job. Additionally, guests have a tendency to pilfer things like towels from hotels. To keep a check on the linen stock, maintain it and when the need arises restock it becomes a top priority for the Housekeeping Manager.                                                                                                                                                                                                                                                    
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