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Question 1 (4x5 = 20 marks)

What do all Travel and Tourism Businesses have in common and how does the Hospitality Industry
relate to the Travel and Tourism Industry? Complete in the following table to identify commonalities.
(Draw table on your answering sheet please) Food and Retail Stores Activities Services Beverage
Operations

Lodging Industry Transportation Food and Retail Stores Activities
Services Beverage
Operations

1.

2.

3.

4,

5.

Question 2 (08 marks)

What role does the organization chart play with regards to employee reporting and consulting
relationships and why should it be flexible?

Question 3 (5x 4=20 marks)
Explain in detail activities involved in the four stages of the traditional guest cycle?

Question 4 (07 marks)
Hotel Managers have different objectives for the reservation process. They would like the
reservation process to provide the highest occupancy and room revenue possible. Briefly explain the
typical activities associated with the reservation process?

Question 5 (07 marks)

Briefly outline the seven steps of the registration process?
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Question 6 (4 x 3=12 marks)

Identify and explain the four major types of guest complaints

Question 7 (05 marks)
What are some general approaches to handling guest complaints?

Question 8 (10 marks)

Discuss the purpose of an accounting Hotel/Lodging Establishments and outline how transactions are
recorded in an account?

Question 9 (03 marks)

Outline the three important functions of the check-out and account settlement process.

Question 10 (08 marks)

The degree of scrutiny required during the front office audit process depends on the frequency of
errors and the volume of transactions to be reviewed. Explain the front office audit procedures from
an operational perspective.



