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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. What are the convention hotels? Give examples. 
Convention Hotels are hotels that provides a large quantity of rooms, extensive meeting and function space for holding conventions. Within are banquet areas and around the hotel complex. They are often in close proximity to convention centers and other convention hotels. Eg: Radisson Blu Hotel and Convention Center Kigali, Austria Trend Eventhotel Pyramide, Hilton Istanbul Bomonti Hotel & Conference Center, Paris Marriott Rive Gauche Hotel & Conference Center, Gothia Towers/The Swedish Exhibition & Congress Centre, etc

ii. What are the basic differences between a hotel and a motel?
A hotel provides paid lodging to tourists and may also provide a number of other services or amenities such as a restaurant, swimming pool, and spa.  Many hotels also arrange to hold conferences and meeting', thus making them useful locations for business meetup. A rating system of one to five stars exists as a means to compare the quality of hotels and their amenities. Usually they are more expensive.  Hotels are situated anywhere within a city or village. Often near business districts, airport, down town areas, within/near casinos, sports arenas and other places.
Motel is a word derived from the term motorist’s hotel”. This was a term used to indicate when a hotel provided ample parking, a feature that is particularly used to Americans and Canadians who frequently travel long distance on major highway and interstate system. Initially, motel rooms had doors that faced the parking lots, making coming and going especially easy. Today this may be or may not be the case as some motel now have inward facing doors that connect to common areas. A motel is an establishment that provides paid lodging on a short–term basis only and provides numerous amenities to guests which may increase their lodging satisfaction. Motels are often less expensive due to less amenities. They are mostly located on highways, but can also be found near out skits of towns and no star rating is considered but most are rated 1.5-2.5 star on travel site’


iii. How are extended stay hotel different from bed and breakfasts?
Extended Stay Hotel: This is an apartment hotel or a service apartment complex that uses hotel style booking system. These properties cater for customers who stay for an extended period. They usually offer kitchen facilities, shopping services, business services and limited housekeeping services. It is similar to renting an apartment, but with no fixed contract and occupant can checkout whenever they wish.
Bed and Breakfast: This is a family owned. They are private homes whose owner lives on or near the premises and rent out rooms to overnight customers. The paid accommodation typically includes breakfast. The host often provides customers with assistance regarding directions and information regarding the local area including sightseeing suggestion. It’s usually located in rural areas and villages.

iv. What is the relationship between the hospitality industry and tourism?
The relationship between hospitality and tourism go hand in hand, the hospitality industry offers services such as food and beverage, lodging/accommodation for both foreign and local travelers for recreation and leisure. Tourism is the activity by the tourists where they engage in travelling to destination where they want to experience recreational and leisure activity. The hospitality industry is the supplier of the services for tourism (promoting travel and vacation). 

2. Outline the characteristic features of the hospitality Industry.

i. Products-service mix– In the hospitality industry, customers rarely consume pure products but a mixture of products and services. Example, when a customer or someone dines in a restaurant the person does not only pay for the food and beverages but the ambience and the services provided by the server.                                                                                                                                                                                                 

ii. Two-way communication – This requires both the involvement and participation of customers and the service staff in the delivery process. As you communicate with customers you get to know their needs and what they expert through the service staff to be able to create customer satisfaction.

iii. Relationship Building- In hospitality business, one needs to build long term relationship with customers to be able to generate stable income for the organization. It is expected by front office staffs to pay high degree of attention and customize to the needs of their customers in order to maintain friendship and turn them into repeat customers for the survival of the business.


iv. Diversity in culture – Since hospitality is closely related to tourism industry, both staffs and customers tend to interact with people from different backgrounds and cultures. There is the likelihood of conflict in their line of duties. Therefore, staffs should be open minded and come up with solutions as a team in resolving problems.

v. Labour intensive – Since hospitality industry is service oriented, it is expected that customers leave with a memorable experience and impression. To be able to maintain the experience it requires the right ratio of staff to customers. Managers should be able to train more staffs, spend time and resources to be able to recruit to get the right staffs to join in the workforce of the organization. 


3. Explain various functions of the major hotel department.

i. [bookmark: _GoBack]Housekeeping/Rooms: This is responsible for management of guest rooms and the cleanliness of all public areas of the hotel. In simple words, housekeeping means up-keeping the house. Rooms consist of housekeeping and front office. Housekeeping coordinates with front office when a guest is about to depart, front office informs housekeeping to make up the room ready for sale to the next guest on line similarly vice versa. Housekeeping should give a daily report to front office.

ii. Engineering: The engineering department is responsible for maintaining the physical property of the hotel such as electricity, plumbing, air conditioning, heating elevator systems: and for overseeing all mechanical and technical conditions of the hotel.

iii. Security: Security is an important concern in every hotel.  This department is responsible for the implementation of procedures which is targeted at protecting the safety and security of hotel guests, visitors, hotel premise and maintaining security alarm systems.

iv. Human Resource:  The human resources department is responsible for hiring, orientation, training, wages and benefit administration, labour relations, employee relations and staff development.

v. Food and Beverage: Food and beverage (F&B) department provides food and beverage services to the hotel guests and visitors through a variety of outlets and facilities/services. Examples includes restaurants, coffee shop, lounge, bar, banquet service, rooms service etc.

vi. Sale and Marketing: They are involved in the generation of new businesses for the hotel. Coordinating advertising as well as sales promotions and public relations activities to enhance the hotel’s image.

vii. Accounts:  The accounts department is headed by the financial controller who, as a key member of the management team, guides the hotel to an increasing profitability through better control and asset management. In addition, this department is responsible for monitoring all the financial activities of a hotel.  The main activities of the accounts department are overseeing accounts receivable, accounts payable, payroll, and cost control systems of the hotel; keeping records of assets, liabilities and financial transaction of the hotel; preparing the monthly profit-and-loss statement, coordinating with purchasing department and information technology department, and handling guests’ inquiries about billing.

4. Outline the main job responsibilities for the following personnel in a hotel. 
a) General Manager
b) Residential Manager

a) Responsibility of a General Manager
· Providing leadership to the management team
· Coordinating the work of all departments.
· Participating in the formulation of hotel policies and strategies
· Leading the hotel staff in the meeting the financial, environmental and community responsibilities.
· Assuming full responsibilities for the overall performance of the hotel.

b) Responsibility of a Residential Manager
· Holding a major responsibility in development and executing plans developed by the owner(s), the general manager and the other members of the management team;
· Checking on operations, providing feedback and offering support when needed;
· Completing, renewing and summarizing statistical reports and sharing them with the general manager.
· Assuming responsibilities for the daily operations and management of the hotel.
ACTIVITY
1. Investigate the range of hospitality business in your area. How many are there? What faction/section of the industry do they cater to the most? Prepare a brief report on what you discover.

Hospitality refers to the relationship process between a guest and a host. This act of kindness by the host in welcoming, attending to the basic needs of the guest and making sure the operations will continue to provide services and meet its demand is what hospitality is all about. Hospitality industry includes businesses which provide any of the two (2) main businesses of the segments/sectors of hospitality industry. They are namely;
a) Food and Beverage: The food and beverage sector which is usually denoted by the initials F&B is the largest sector of hospitality industry. This provides food and beverage for both local and tourist customers. Examples of this sector includes; restaurants, cafes, lounge, bars etc.
b) Lodging/Accommodation: This is often referred to a place to sleep for one or more night. This can be a hotel, motels, service apartments.
In trying to identify hospitality businesses in my area the above were the considerations I took. I identified Roastsphere Café & Restaurant, KFC (fast food), Café Javas, Java House, The Riders lounge. These were the restaurants, cafes, lounge which I identified under food and beverage sector.

In accommodations the following businesses were identified; Pearl of Africa, Legacy apartments, Nob view hotel, Hilton hotel, Acacia palace, protea hotel. Under accommodations I noticed serviced apartments and hotels. 

I discovered that although under one sector, you could have different businesses in different nature. Under food and beverage sector I noticed lounges, restaurants, cafes. Even under restaurants the like of KFC was a fast food restaurant whereas Roastsphere is a fine dine in restaurant.  

Also, under lodging I realized hotels and service apartments. Within the hotels, the likes of Pearl of Africa, Hilton and Protea were 5 star and Nob view hotel had a 3 star.

In conclusion, there were eleven (11) businesses which were identified in my area. Out of the eleven (11), five (5) of them fell under the food and beverage (F&B) sector and six (6) of them fell under the lodging/accommodation sector.
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