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GRADING FORM: HAFO PORTFOLIO
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KNOWLEDGE & UNDERSTANDING /60

Available Marks 60 - Responses should be empathetic, realistic and
personal. Problems should be acknowledged, and necessary measures
addressed. Offer an official name and point-of-contact for further
references. Recognise staff where appropriate. Offer realistic solutions.
Make useful recommendations. Do not offer compensation in a public
response. Recognise the effect of the Covid19 pandemic and use
initiative when inviting guests back to Hotel Trinity

PROFESSIONAL PRACTICE /30

Letter: You have not included details of the Hotelier
reservation for the guests which would have
informed the tone of your letter to be more
empathetic, and you also could have included an
appropriate goodwill gesture. You briefly
acknowledged the impact of the pandemic and
hotel safety procedures. Negative Review: It is
unclear whether this is a 1* review because you
have copied and pasted rather than screenshot. I
would have advised you to choose another.
However, you have apologised and reassured
future guests that measures are in place. You
could also add your details for the guest to contact
you to discuss further. Positive Review: It is unclear
if this is a 5* review. You have included much of
the advice we discussed in lectures. Ensure you
leave your name at the end as a point of contact.
Formal Complaint Letter: You have apologised, but
the guest is still unaware of the solutions. You have
recognised Ben’s contribution. Compensatory
action should have be considered.
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Marks available 30 - Letters must look professional, with a logo, contact
details, date etc. Font must be appropriate (Arial, 12) and look
professional. Make sure that your text is justified. All correspondence
should have accurate spelling & grammar. Pay attention to detail of
specific instructions provided for each element of the portfolio that can
be found in the task description.

7

RESEARCH & LITERATURE /10

Marks available 10 - You must reference your chosen reviews
accurately.

There is no need for an introduction or conclusion
in this assignment as it has taken up your
wordcount unnecessarily. No need for a border in
your assignments unless specified. Take care to
use consistent paragraphs. You also have not
included a hotel logo, or clear addresses for each
of the letters. However, you have followed the
guidelines on Arial 12, justifying the text and 1.5
line spacing.

Although you have referenced both your reviews,
you do need to work on the finer detail of the
reference. Refer to the Module Handbook and look
at the examples given to support you with this.


