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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 Which types of people are most suitable for working in the hospitality industry? 
Some people are born to work in hospitality. Friendliness and a never ending willingness to give guests a great time are like a second nature to them.
Here are 9 competencies every hospitality applicant needs.
1. Commitment
To be successful in the hospitality industry, you must be committed to ensuring customer satisfaction. You must do whatever it takes to keep customers happy and also create repeat business.
2. Communication Skills
The most successful in the hospitality business are those with excellent communication skills. They can communicate effectively both orally and in writing
3. Computer Know-How
A great hospitality employee has good computer skills and is familiar with a wide range of technological applications that are used within the industry.
4. Enthusiasm
Great employees of the hospitality industry are enthusiastic about their jobs and strive to do the best work possible. They want to give their customers the best experience available.
5. Interpersonal Skills
To be successful in hospitality, one must have top notch interpersonal skills, as the very nature of the business is to provide spectacular customer service.
6. Leadership
Great hospitality employees have strong leadership skills and are able to command projects and make significant contributions to an organization's overall success.
7. Organized
To stay on top of the multitude of tasks you'll face as a hospitality employee, you have to be organized and multitask without difficulty
8. Knowledgeable of Safety/Hygiene Issues
Successful hospitality employees are familiar with rules of safety and hygiene as they apply to food serving places, hotels, and other places where people spend time.
9. Teamwork 
Successful members of the hospitality industry work well with others and can be a productive member of a team. They value the contributions of everyone. 
10. Thorough
Great hospitality employees are very thorough in their work and realize that any oversight could result in customer dissatisfaction.

( http://hospitalityschools.com/resources/top-10-qualities-of-a-great-hospitality-employee )
[Accessed: 15/04/19].


 2 What is the first thing a manager should do before starting on the recruitment process? 
1. Identify hiring need
Before a position can be filled, it must be identified as available. Positions are either newly formed or recently vacated. In either case, the hiring staff should meet to generate a prioritized list of job requirements including special qualifications, characteristics, and experience wanted from a candidate.
2. Plan
It’s important that all those involved in the hiring decision agree to the hiring process, steps, and communication channels to be used. The plan should include a timeline, recruitment plan, criteria for initial candidate screening, selection committee, interview questions, and instructions for taking notes.
3. Create a job description
The agreed-upon job requirements form the basis for the job description. Other necessary information includes essential functions to be performed in the role and the advantages of working for the company 
· main purpose of the job - try to describe this in one sentence 
· main tasks of the job - use active verbs, like 'writing', 'repairing', 'machining', 'calculating', instead of vaguer terms like 'dealing with', 'in charge of' 

· scope of the job - expanding on the main tasks and the importance of the job. Job importance can be indicated by giving information such as the number of people to be supervised, the degree of precision required and the value of any materials and equipment used. 
A good job description is useful for all jobs. It can help with induction and training. It provides the basis for drawing up a person specification - a profile of the skills and aptitudes considered essential and desirable in the job-holder. It enables prospective applicants to assess themselves for the job and provides a benchmark for judging achievements. 

( https://www.smartrecruiters.com/resources/glossary/hiring-process-steps/ )
[Accessed: 17/04/19].

( http://www.acas.org.uk/media/pdf/8/b/B05_1.pdf  )

[Accessed: 17/04/19].



3 Who are flexible employees in hospitality services? 

Not only do the majority of Hospitality staff work long and difficult shfts , they are also required to work during the holidays. Christmas and New Year, for example, are typically the most profitable time of year for hospitality companies. Staff must remain flexible with their personal plans to ensure that they can work when needed during the busy period. Of course, there are benefits to working these difficult shifts. Most companies will offer incentives such bonuses, or extra holidays to take later in the year.

http://www.detail2recruitment.com/news/article/293 

There are loads of ways you can make your working hours more flexible. 

Flexi-time means that can vary  starting and finishing times each day. Employers give workers a choice of perhaps three time slots, for example, 8am-4pm, 9am-5pm or 10am-6pm. 

Other companies are more fluid, allowing workers to clock in at any time within reason, as long as a full shift is completed. It can apply to both full-time and part-time workers. This pattern of working is generally adopted in office- or admin-based jobs rather than service roles, as timing and punctuality are crucial for the smooth running of a restaurant, for instance.

Staggered hours :  Hospitality employers use staggered hours as a way of covering longer opening hours and to make sure busy times, like lunch, are well-staffed. It's a good opportunity to offer people more flexibility and alll employees to negotiate within the team to find times suitable for each member.

Time off in lieu is a more informal arrangement than flexi-time. Employees agree with managers to take leave at a mutually convenient time to make up for extra hours worked. This will usually be when you've covered someone else's shift due to staff shortage or sickness. 

Compressed working hours allow  to work  total number of agreed hours over a shorter number of working days. Hotel workers often find this suits them, as the 24-hour life of a hotel means they can cover a lot of hours in one go. 

Shift working is necessary for any hospitality business that needs staff outside of the general 9-5 shift. Traditionally, working shifts are very structured, but there are opportunities to work part time in shifts of anything from four to eight hours. 

Self rostering gives team members more control over their work times. Management will set the number of staff and the skill mix required during each working day. Shift patterns are compiled, matching as closely as possible the individual preferences of staff to the agreed staffing levels.


Part time work simply means working less than a normal full time pattern, whether it's only a couple of hours or something like 30-35 hours.



Term-time working means  can remain on a permanent full- or part-time contract, but  can take unpaid leave lasting between seven and nine weeks during the school holidays


( http://www.detail2recruitment.com/news/article/293 )

( https://www.caterer.com/careers-advice/flexible-working/flexible-working-options )

[Accessed: 19/04/19].


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

When someone decides to work, he or she is asking and answering three questions. The questions, as well as the things he or she considers when answering each question, are the factors that affect the market labor supply curve.
· When working, how many hours should I spend working? This is dependent on wages and the value of leisure time.
· Changes in wages have two effects, the income effect and the substitution effect.
· Income effect: Higher wages can reduce the time you spend working, because you can work less to gain equal amounts of money. Essentially, you’re “buying” more free time with the extra income.
· Substitution effect: Higher wages make working more worthwhile, so you work more.
· Substitution and income effects can dominate one another, offset, or even result in a backwards bending labor supply curve, where the substitution effect dominates at lower wages and the income effect dominates at higher wages.
· The value of leisure time can be changed by external, non-wage factors.
· If you just had a child, perhaps leisure time is now more important because you want to spend time with him.
· What is the opportunity cost of the time spent working?
· The opportunity cost of work may not be leisure, depending on the person. The time spent not working could be spent getting educated, or taking care of family, etc.
· What occupation should I chose?
· The choices of all workers, in aggregate, of their occupation also determine the labor supply curve for each industry. For example, if everyone wants to be a software engineer, there will be less individuals to supply labor in other engineering disciplines. Choice of occupation is affected by individual tastes, which may include factors such as potential future earnings, enjoyment of the job, etc.

( https://www.quora.com/What-are-some-factors-that-affect-the-market-labor-supply-curve  )

[Accessed: 20/04/19].


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

Job title
The job title is naturally what will catch the eye of an ideal candidate. It should include what they will do (i.e sales) and their level within the company (i.e. associate, manager, vice president, etc). The title needs to make the right people immediately think, “I can do that job,” and go on to read the full description.
Main duties
Detail exactly what the successful applicant will be doing. This enables people to decide whether they have the necessary skills, experience and attributes to perform the role successfully. If there might be the occasional need to perform other tasks, be clear about that and provide details. Precision is important. If you're not sure what the post involves, how could anyone else be? If your business is willing to provide training, say so.
Location
Even if someone is just the right fit for your job, they can’t proceed if it’s not in a location that works for them. The location of the position should be displayed front and center on the job description so a job seeker can decide if it makes sense to apply. If you’re in a city, also consider providing the exact neighborhood of your office so there is no need to do any additional research.
Role objective
Before you get into the nitty-gritty of the exact responsibilities, provide a high-level summary of what the job entails. Outline why your company is hiring for the position, the goals you want the future hire to accomplish, and how they’re expected to achieve them. The role objective should act as a nice primer to the exact responsibilities. 
Role responsibilities
Now you build upon the role objective and outline the day-to-day responsibilities in bullet points. Get down to business and list exactly what the new hire will be doing so people who’ve done those tasks in previous jobs will feel confident they’re a fit for your position.
A quick tip here: Write job responsibilities using terminology that matches the profession. The hiring manager should pay close attention to this section so the responsibilities and language accurately match the role. 
Desired experience
On the surface, this section seems straightforward. You just have to list the necessary skills to do the job, the required education, and the years of experience you seek, right?
Necessary skills and required education are almost always easy to define. But a lot of companies don’t think enough about the years of experience factor. If you overstate what you actually need, many candidates who are otherwise qualified will feel it’s not worth applying.
Before you throw down a range on paper, have a conversation with the hiring manager. Ask them to make a case for the years of experience they want and try to determine if it makes sense. It’s also a good idea to consider the experience level of the members currently on the team you’re hiring for and where this position will fit in. 
Company description
It sounds obvious but it’s highly important to tell job seekers what your company does and what it’s like to be an employee. Many job seekers not only want a job they’re qualified for but also want to work for a company that matches their personality or does something they’re interested in. Try your best to sum up your company culture in this section and even link to your company careers website if includes helpful information about the employee experience.
Benefits
While you should of course list what your company offers in terms of health insurance, time off, and retirement savings, it’s the unique benefits that may attract job seekers. They will perceive your company as a great place to work if it offers flexible work schedules, an employee wellness program, cool office amenities, or anything along those lines.
If your company doesn’t yet offer any unique benefits, it’s worth having a conversation with your leadership team to see what’s feasible. 
Salary range
Some employees will be more "money-motivated" than others, and in some roles (eg sales) this can be a good thing. However, all employees should know how they will be rewarded. As well as stating a basic pay scale (which allows you some room for negotiation), detail any bonuses and benefits you offer.

Work hours, travel requirements, etc.
Much like location, candidates with the right skills want to avoid applying for jobs that require hours, travel requirements, or other responsibilities they can’t adhere to. It’s always recommended that you provide as much information as possible on a job description so a candidate isn’t surprised once they apply. 

(https://recruiterbox.com/blog/the-structure-of-a-quality-job-description-what-to-include-and-why-its-important )

(https://www.lawdonut.co.uk/business/employment-law/recruitment-and-employment-contracts/six-things-you-need-to-include-in-a-job-description )


[Accessed: 20/04/19].

6 What are the internal sources for applicants? 

Recruitment involves searching for the right candidates and motivating them to apply for the openings in the organization. Here sources of recruitment are two types i.e., internal sources and external sources.

[image: ]

Internal Sources of Recruitment

Definition: The Internal Sources of Recruitment mean hiring people from within the organization. In other words, seeking applicants for the job positions from those who are currently employed with the firm.



In any organization, following are the most common internal sources of recruitment:

[image: ]

· Transfer: Transfer means shifting an employee from one job to another, typically of similar nature, without any change in his rank and responsibility. 

· Promotion: Promotions are the most common form of internal recruitment wherein the employees are moved to the upper levels of the organization with more responsibility and prestige. When the higher level positions fall vacant companies recruit from within the organization so as to capitalize one of the following benefits:
· The employee is familiar with the working of the organization.
· Less cost is incurred as compared to hiring the person from the external sources.
· The chances of selection are bright since the performance card of the individual is readily available with the firm.
· It boosts the morale of the employee.
· The others in the organization also get motivated to work harder to get promoted to the higher levels of the organization.

· Employee Referrals: The present employees can refer their friends and family to the job. They are well aware of the organizational culture, working conditions and job requirements. If they find their friends or family suitable for such position can recommend their names to the management for recruitment. The organizations encourage employee referrals as the cost and time could be saved than from hiring people from the external sources. Some organizations, in order to motivate employees to pay “finders fees” in the form of incentives for each successful hire.


The former employees are also considered as an internal source of recruitment. These are the persons who have left the job and wants to come back to work on a part-time or full-time basis.

There are some Disadvantages of internal sources of recruitment
· Internal sources of recruitment reduce the scope of finding skilled and more efficient people.
· The introduction of new methods and strategies may not always possible with this approach.
· Losing more efficient persons from the external environment becomes a competitive advantage to the competitors.

( https://myventurepad.com/internal-external-sources-recruitment/ )

(https://businessjargons.com/internal-sources-recruitment.html )

[Accessed: 22/04/19].



7 Which information should be asked on the job application form?

Below is a list of some of the types of information which you may need to supply, though not all of this will be required for every application.
· Name, address, telephone number, email
· Desired job
· Desired salary
· Previous jobs including titles, duties, employers, locations, and dates of employment
· Salary history (including current salary and previous salaries)
· Permission to contact your current employer
· Reasons for leaving prior jobs
· Educational background including majors, degrees, schools, locations, dates of attendance/graduation, GPA, honors, awards
· Extracurricular activities
· Volunteer work
· Specific skills related to the job 
· Essay with topics such as why you're interested in, or qualified for, the job
· Hobbies/Interests
· How you learned about the job
· Employees you know at the company
· References (typically three references with their contact information) 
· Licenses/Certifications
· Whether you have access to an automobile for work purposes
· Driving record
· Whether you have the authorization to work in the US
· Times and days available to work
· Start and end dates you're available for seasonal and temporary jobs
· Social Security Number (only legally required in some states, you may want to say "will furnish prior to employment offer" or "please contact me to discuss") 
· Have you been convicted of a crime and, if so, what crime and when (only legal in some states)
· Certification that all the information you have supplied is accurate
( https://www.thebalancecareers.com/list-of-questions-asked-on-a-job-application-2061577 )
[Accessed: 25/04/19].


8 What is the importance of induction programme in hospitality?
Employee induction programs differs from company to company and also depends on the type of industry. Some view induction programs as a chance to welcome and support new employees, while other companies view the induction programme as a waste of time and hope that their new employees ‘hit the ground running’
Apart from being a legal obligation, the new employee induction program is an essential and critical final piece of the hiring process.


There are  two main reasons why company should have this in place:
· It starts the employee off with the right information to ensure maximum productivity as quickly as possible.
· It fulfils your legal obligation to train new workers to do their jobs safely and what to do in the event of an emergency
In addition, a strong induction process helps reduce stress and anxiety associated with a new job, and improves their morale and feelings about the new job and organisation they have joined.
Induction programs can include both training and mentoring, can be conducted by HR and/or the department manager, and may last weeks or even months. Regardless of the length, these programs allow the employee to gain valuable information regarding the organisation and how they are expected to integrate with it.

Benefits of induction programs include:
· Workplace Safety
· Increased retention rate
· Improved employee moral
· Increased productivity, and;
· Increased sense of acceptance into the organisation

( https://www.signaturestaff.com.au/blog/importance-of-employee-inductions-to-a-workplace/ )
[Accessed: 25/04/19].

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

Individual (face-to-face) Interviews.
Individual, face-to-face interviews are by far the most popular and efficient form of assessment.
Allowing you to get up close and personal with each candidate while keeping an eye on their body language is far more effective than any other interviewing format.
This is the perfect interview if:
• You don’t have a long list of candidates to see.
• You’re comfortable with the interviewing process.
• You’ve already completed an initial interview stage, via the telephone or video.
Advantages:
· You can build rapport more easily
· You can thoroughly assess the individual
· You have opportunity to dig deeper
· You can read their body language
· You can test the candidate’s commitment
· You’re more flexible with location/ style (informal/ formal).
Disadvantages:
· Candidates can rehearse answers
· It’s time-consuming
· You’ll need a trained interviewer.
· Interviewer bias will affect the decision
· There’s no one present to assess the interviewer’s method
· It’s costly
· Interview techniques could be inconsistent
· Possible interview fatigue

The Panel Interview.
Panel interviews are the same as individual, face-to-face interviews, but with two or more interviewers in the room. The main advantage of panel interviewing is that it precludes any personal biases that might creep into the assessment process.
Each interviewer will pick up on different characteristics, strengths and weaknesses and together (hopefully) make a much fairer judgement.
This is the perfect interview  if:
• There are multiple people who need to meet the candidate before a decision is made.
• The primary interviewer isn’t experienced.
• You’ve reached a fairly late stage of the process.
• You’re interviewing for a senior role and need to involve multiple decision makers.
The panel interview is usually conducted as the sole or final step in the interviewing process to take place instead of an individual interview and following any telephone and/or group interviews.
How Long should It Take?
Panel interviews should last 45 Minutes, at the very least, giving you a suitable amount of time to work out whether the person is genuinely right for the role.
A really great interview will last longer than an hour; your candidate must be doing something right if they’ve managed to engage you in conversation for such a prolonged amount of time.
Advantages:
· No personal biases.
· The chance to compare different opinions.
· More chance to get notes (while others talk).
· All relevant people meet at the same time.
· Weak interviewers might need back-up.
· The candidate gets a chance to meet everyone.
Disadvantages:
· Some interviewers could get complacent.
· It could be overwhelming for the candidate (scary!)
· Interviewers could interrupt each other, striving for dominance.
· There’s a risk of disagreement.
(https://www.coburgbanks.co.uk/blog/assessing-applicants/6-different-types-of-interview/ )
[Accessed: 26/04/19].

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. (10) 

a) Prepare a job description for the mentioned post.  

“Our company is  looking for an enthusiastic, polite, presentable individual to join our front-office team. As the ‘face’ of our company, the successful candidate will be presentable and friendly, with outstanding people’s skills.  You will be responsible for overseeing the smooth operation of the hotel, looking after a discerning clientele and overseeing the dining room and bar.

Your central goal is to provide our clients with outstanding customer service and support .You will need to be a team-player, prepared to multi-task, a fast problem solver and work well under pressure. You will need to be able to co-ordinate and manage a small team and have good, clear communication skills.   Fluency in Welsh is an advantage. (because my company  is in Wales)
You will perform a range of duties including answering phone calls, room reservations, providing information and services to guests and receive payments.
Responsibilities:
· Ensure the front desk is neat, presentable, and equipped with all the necessary supplies such as pens, forms, and paper.
· Redirect phone calls to the appropriate department and take down messages.
· Monitor, organize and forward emails.
· Maintain records and files.
· Oversee the office budget.
· Answer the phone at the front desk to respond to current and prospective guests’ needs
· Book reservations for individuals, families and groups as required
· Greet walk-in guests and guests with reservations when they arrive at the front desk
· Schedule special services, such as spa treatments, when guests inquire
· Refer guests to local amenities and venues
· Communicate guests’ requests and complaints to the appropriate department
· b)  Which procedures will you adopt for advertising the post?

Local Newspaper

The local paper often has a classifieds section where local job-seekers look to find their next career move. This is a good medium to use if the type of role you are advertising requires people who need to be based locally .
One of the downsides to advertising in the newspaper is that there’s often not a lot of space to fit a good job description and it can be expensive.
 
Online Job Board

There are many online job boards, but there are also some industry-specific boards that can help you target the right candidates. Try using the internet to search for industry-specific jobs to get an idea of what your options are.
Online job boards have a very wide reach. Due to the reach of online job boards, you can be inundated with applications, leaving a lot of resumes to read through.
   
Company Website/Newsletter

If you have one, use your website to advertise the job – often, the people who look at your site are familiar with you and understand your industry so this can be a good source of candidates.
This also gives the opportunity for good internal candidates to apply, if they don’t already know about the vacancy.
f the role isn’t too controversial, include the ad (or a link) in your customer newsletter. This will likely be going to people who are involved in your industry in some way and helps to spread the word that you are hiring in the right networks.
   
Social Media

Social Media is another source of potential candidates. If your company has a Facebook page or Twitter feed, you can post a version of the advert (or a link) and encourage your ‘followers’ to share with their networks.
Professional networks, such as LinkedIn can be used to get the word out about the vacancy – encourage your colleagues and staff to share the ad to their networks too.

Recruitment Agency

Help you to write an advert that will appeal to the right candidate and online advertising is usually included in the fee. They will also use their expertise to screen resumes and select the most appropriate candidates to forward to you to approve for the next stage in the process, the Interview.

(https://www.skillsroad.com.au/employers/recruitment-advice/advertising )
[Accessed: 27/04/19].
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