Q no 1 ) Characteristics of the Hospitality Industry

Different from other sectors, the hospitality industry is unique in its nature which tends to be service- oriented and has a strong emphasis on human exchange in the service delivery processes. A summary of
key characteristics relating to the hospitality industry are as following

1) Product-Service Mix
In the hospitality industry, customers rarely consume pure products but a mixture of 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.
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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.

 2) Two-way Communication
In order to achieve service excellences in the hospitality industry, two-way communication is one
critical factor which 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. 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.

 3) Relationship Building
The hospitality industry 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 long run.

 4) 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:
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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.

 5) Labor Intensive
Since the hospitality industry is service-oriented in its’ nature, it requires a huge supply of labors
to create a memorable experience for the customers. 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.





Q no 2) Front Office Functions

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 are:
i)  The pre-arrival
ii) The arrival
iii)The occupancy
iv) The departure


Front-of-the-HouseOperations
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


Q no 3 ) Outline the main duties and responsibilities of housekeeping managers and floor Supervisors

Housekeeping Manager:

This position may also be referred to as the Head or Executive
Housekeeper and is the one ultimately accountable for the staff deployment, development, profitability, and operating standards of the department. A successful housekeeping manager needs
to be able to delegate, offer community guidance, and direction. Such skills are a must to become a
housekeeping manager. It is the housekeeping manager, who has the overall responsibility for the
standards of cleanliness, maintenance, and the financial accomplishments within the department.

Floor Supervisor:
This position is otherwise known as the floor housekeeper, has charge of a
given floor and set number of rooms. His/her chief job is to make certain the quality and efficiency of
the room attendants. Once the room has been inspected and meets the set standards, it is "handed”
to the front office for renting to a guest. Additionally, the floor supervisors provide training to the new room attendants while re-training the existing staff for
corrective methods. Finally, they are responsible for the apparatus and controlling costs within their
domains of responsibility, and liaison with other departments like maintenance and front office.
Linen management, refuse and cleaning gear is also the duty of the floor supervisor. Dispatching
used linen for cleaning and getting clean linen for the following day’s room cleaning is vital aspect of
the job. Keeping exact count of the linen also has to be kept at all times in the linen closet.


