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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.
 Hospitality industry refers to the companies or organizations which provides the food, drinks and accommodation services to the people who are away from their home. The characteristic features of the hospitality industry are listed below:
1. Product Service Mix
2. Two-way Communication
3. Relationship Building
4. Diversity in Culture
5. Labor Intensive

Product Service Mix: Usually there is rarely pure products sells in hospitality industry. For example, the guest who dine in a restaurant will pay for all the food, drinks, services provided by the staffs. The bills pay for both tangible experiences like a steak as the main course, a glass of cold drink, well groomed staff and decoration and the intangible experiences like a comfortable dining atmosphere, a friendly attitude of staff.

Two-way Communication: It is very important to have two-way communication in the hospitality industry to run the organization properly, smoothly and to provide the service of excellence to the customer. The communication between staff and the customers help to improve the services quality and for marketing as well.

Relationship Building: The business can only run smoothly and properly if there is good relationship between the service provider i.e. hospitality industry and the customers. To establish a good relationship the industry’s staff must be good polite to the customers, communicate with the customers & to build relationship some industry provides membership program as well.

Diversity in Culture: As we all know the  hospitality industry is closely related to the tourism industry. The person who works in the hospitality industry have always interactions with the customers from different regions, cultures, religions. Because of the difference in religion beliefs and values conflicts & misunderstanding can be easily arises. So that all the staff must be open minded and come up with the solutions together in resolving the problems in their duties and responsibilities.

Labor Intensive: Hospitality industry is the service oriented industry in its nature. It requires high number of staff to provide the high standard of services to the guest. For example, in the hospitality industry staff to guest ratios are high in fine dining restaurants whereas in five star hotels there is one on one services aimed to the customers.





2.
Front office is also known as the nerve of the organization. It refers to the front desk, the reception area or the lobby of the hotels. This is the first place where guest go directly when they arrive first time in the hotel. Front office includes the reception, housekeeping, sales, marketing, front desk, reservations, concierge. The list of activities performed by the front office in the hotel are listed below:
1. Greeting and welcoming the guest.
2. Provide the information and promoting the hotel services and facilities to the guest.
3. Check in, registration, reservation, check out activities performed by front office staff.
4. Maintain guest account and handle the account.
5. Handle the enquiries through the telephone, message, mailing, or person in visits.




3.
Housekeeping manager referred to the head person who works at a hotel or onboard and coordinates the activities of staff who are detailed to ensure that the environment meets the minimum standard set by the organization. The main duties and responsibilities carried out by the housekeeping manager are listed as belows:
1. Assign the role, duties and responsibilities to members of staff.
2. Listen and handle the complaints and ensure that all the complaints are handle effectively and efficiently.
3. Responsible for ensuring dirty laundry are timelessly and appropriately cleaned.
4. Manage and order other supplies for the housekeeping department.
5. Ensure  efficient use of department resources.
6. Direct and manage all housekeeping activities.
7. Maintain good relationship with customers, clients, suppliers of housekeeping items and other department of the organization as well as managers of other units in the organization.

The main duties and responsibilities of floor supervisors are listed as below:
1. Provide high quality customer service to assist customers.
2. Assist other department to maintain and enhance better performance for company to ensure high quality service and production.
3. Maintain data to customers, clients and inform on all product features.
4. Manage all communication with customers and ensure maximum quality of products and provide excellent customer care service.
5. Provide training to the staff as per necessity and monitor the activities of the staff.
6. Maintain excellent good relationship with customers and with other departments as well as staff of the organization.
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