[image: BOLC_Logo]                                                                  
   Assignment Cover Sheet





	Student Name:
	Thomas holliday

	Student Number:
	20321

	Course:
	Quality Management in Hospitality Sector

	Assignment NO:
	



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. (15)

 Define the term ‘quality.’ 
· Quality is the core value of a businesses image. Hotels have a pure identification when it comes to the quality of it’s staff and the way it all operates and how it comes across and seen by the guests and the customers it receives. This will becomes detrimental in terms of growing and reaching out to new potential customers. For example, the way the staff works and behaves around the hotel and is seen to the guests will be the way people tell their peers and thus them making a decision if they want to come and also if previous customers want to return. 
This will help the restaurant or hotel use the customers observations to create a good word of mouth that will lead to a good demand for their food or services. 2 factors that will help have managers manage this can be taken from herzbergs motivational model, one being the cleanliness and the other the motivation of service.

What is the difference between ‘tangible’ and ‘intangible’ elements of service quality? 
· Tangiable is the benefitable, physical aspect of the business, so the equipment tools, the staff, the communication lines. These all work together to give out the best of the service and the best quality within the working life. Each one of these is vital to reach the expectation of the companies goals and aims. 
· Whereas Intangible is the reliability, the empathy and the responsiveness of the service, these factors will determine the growth and the standard shown to the customers that want the business to deliver, once these factors are hit at a high standard it will help develop the filling of beds in a hotel or the tables filled in a restaurant. 

 How is the hospitality service quality different from retail service quality? 
Hospitality service has many different aspects than a retail service, for example within the hospitality like hotels and restaurants, more often than ever consumers are buying into the service rather than the product like in retail where customers are going there for the product not necessarily. At a fine dining restaurant the quality in which service is seen throughout normally determines whether or not you would want to return, if bad service is shown then even if the food is unmistakably good 9 times out of 10 customers won’t return due to poor service. Whereas in retail as long as the product itself if good then the customers will happily return many times. 
In a restaurant or hotel the service helps form a good atmosphere and is apart of the overall feel and comfort throughout, whereas in retail the staff and service doesn’t normally create the atmosphere. 
The loss of income in a hotel or restaurant is the opposite in the retail, for example a waste of food and a empty bed can’t be obtained or made up the following day, it’s a loss that can’t be made back up. In retail a product can be simply replaced and sold the next day and not lose it’s value towards the business as restock can easily be done, the next day could triple in sales and make up for the poor days performance, in a hotel and restaurant there only so many bed and so many tables that can be full creating profits. 
Overall customers are buying into the service and the experience in hospitality whereas they buy into the product in retail. Peoples memories, experiences and observations are taken home and shared where as in retail it’s the product that’s taken home. 
 

 What are the five dimensions of service according to the SERVQUAL System of Quality? 
Servquals system of quality is used a many hospitality providers to ensure expectations and experiences are met. Every place has goals and aims and the model helps break down these into 5 dimensions.  There are; 
Tangibles is the physicals side of the service so the equipment, the communication tools, all play a vital part within the service 
Reliability is the skills and service that help meet consumers expectations
Empathy is the personal touch that goes between customers and the staff 
Responsiveness is the rapid service when a customer is in need of help or attention which includes advice. 
Assurance is the confidence in the staff to provide excellent service to all customers. 
 


What is ‘Total Quality Management?’

2. Discuss in details the quality advisors’ visit report and the areas it covers. (15)

Total quality management is being the best, meeting the customers/ consumers needs and expectations. Making sure the satisfaction of them is met, if not beaten. Creating this culture in the team to motivate and help produce them to making the overall product impeccable. 
In the hospitality business, the product is the service in which needs to be high quality, this can be done by having different methods in place to ensure nothing slips through creating a bad service or bad image for the business. 

The cleanliness and the friendliness is the most important sectors, a study shows that to reach the top for example in a restaurant helping the place get a Michelin star the inspectors will quality place a fork or salt pot on the floor and time how long it takes the staff to react and notice the hazard. Showing alertness within the service. This study also shows that ‘food’ isn’t the most important factor, it came 3rd thus showing that it’s not just about the food or comfort of the bed, it’s the service, the politeness of the staff, the feel in the place, is it clean? Is it somewhere where you feel safe? These can all help increase the chances of getting a high score.

Advisors will look over 8 different areas, these are; safety and security do the guests feels safe and comfortable. The cleanliness, is the floor hoovered are the walls kept maintained and painted regular. Maintenance, are the toilets cleared, the flowers leak free, the heating working, the grounds well looked after, lawns cut, beds weeded. Reservations and prices, competitive and relevant to the place and area and annexes, administration, access and advice rating. 

Total quality management is the core backbone of Staffing levels keeping the motivation levels high to create an overall perfect service. Performance management plays a vital role within the business, managers can set goals or targets. This will help you enable your people to utilise their skills and perform at their best of their ability.

Also dealing with poor performance helps increase the service this could be done by having monthly, weekly checks or 121 meetings to discuss the areas of improvement. Every customer wants a expectation to be met, this needs to be known through all managers and all staff so that their can help work as a team to make the best of the experience.

Every place will get site visits to ensure the standards are at a high standard and not conflicting with health and safety. These can be done in a grading band which goes from level/stars  1 to 5. Level one being 60-70% which poor quality is shown throughout. Level 5 being 93-100% and nothing gets graded below 8, these could range from the lighting or flooring in the bedrooms, the freshness in the bathrooms, the ambiance in the dining rooms and public areas, the arrangements and quality in food in service. The welcome, the friendliness and quality in the staff, the reception staff especially. 
This been said the housekeeping must score a 10 to get a grade 5

The overall visit will determine whether a high score will be resulted in. Complaints should be brought up and dealt with by revisiting the areas that’s been poor and work out an action plan to make it exquisite. All the departments needs to operate safety, efficiently and effectively while complying with relevant legislation to keep all guest and customers safe and less at risk. 

It’s crucial to create a culture that helps produce a workforce of highly motivated staff that give out the service of a high standard place for guests. Managers should consider optimising the use of and manage the workforce in order to deliver the strategic objectives within the organisation, every place has aims, goals and expectations and all the staff need to do is reach them, this will done by having a confident and well knowledge manager. 
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